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Washington, DC 20554
 

RE: CG Docket 03-123 

As required by FCC, South Dakota is submitting their annual consumer complaint log summary for 
the 12-month period ending May 31,2011. South Dakota has maintained a log of all consumer 
complaints that allege a violation of the federal minimum standards for Telecommunications Relay 
Services. South Dakota is filing its Complaint and Summary log along with a report that indicates 
the number of complaints received for South Dakota. Included are the following reports: 

•	 A summary with the total number of complaints received between June 1,20010 and May 
31,2011. 

•	 Annual Complaint Log which includes complaints received between June 1,2010 and May 
31, 2011 with the date of complaint, the nature of the complaint, the date of its resolution, 
and an explanation of the resolution. 

This log contains a summary of the total number of complaints received for this twelve-month 
period. South Dakota is confident that CSD's / Sprints records and systems will support any 
additional requirements, should the FCC order them. 

In its Public Notice, the FCC requests information concerning the total number of interstate relay 
calls by type. Per South Dakota's provider, CSD/Sprlnt, the provision of call volume data will be 
voluntary; therefore providers are not required to provide the number of relay calls with their 
reports. Accepting that this information is accurate, South Dakota considers this report to be in 
compliance with the rules and is submitting this log without this interstate relay call information. 

South Dakota's provider, CSD/Sprint, agrees to provide information to the FCC concerning the 
number of call. However, Sprint will do so under seal since call volume information is proprietary 
and confidential. 
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June 21, 2011 

If you have any questions pertaining to this consumer complaint log please contact Janet Ball at 
(605) 773-4547. 

Grady Kickul 
Division Director/DRS 
Department of Human Services 

Attachments 
1) Total Number of Complaints 
2) Log Sheet 
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Complaint Tracking for SO (06101/2010-05/31/2011). Total Customer Contac1s: 37 

I~" 
1 06/14110 After giving my closing greeting, I decided I wsntsd to place another call but the 

Communication AssIstant did not mspond. I find this vetY rude and I hung upl The 
Communication Assistant apologized for inconveni.-.ce and then thanked Ihem for the 

feedback. 

06121/10 
VliiiiiiiiiiTfrTfiilElE ]ffi}Jlnrlllrll$ffi} 
Communication Assistant didn't remember this call, specifically. That Communication 

As.si5tant was coached on staying forosed during the call, untlf the inbound to,as 
disconnec::ted, and always belng sure to ask cuslomers 10 ntp96llhetr message, K 

Communication Assistant doesn't understand doe to garbing, even at the end of the call. 

2 06118110 The Communication AssIstant did not respond when asked to voofy their Communication 
Assistant number. They -dragged their feet- and I lust hung up because I shouldn't need to 

wait. The Communtcalion Assistant apologized to customer and thanked them tot' their 
toedbad<. 

06/21/10 Communication Assistant said they were reading the customer's notes; however, 
Communication AssIstant was roached on responding Immediately to customers and 

keeping them Informed at l1li1 times. 

3 06119/10 Communication AssIstant dragged their feel; took -50 hoUrs- to r9Spond ..nan asked to 
vertfy CommunicaUon Assistant number. Communication Asslslanlapologized to the 

customer; will follow up with Comrnll1ication AssIstarll. 

06121/10 The mal'lsger met with the Communication AssIstant and they stated they were reading 
the customer's ncM!i. The super.1sor coached the Communication Assistant on 

responding immediately, to the customer, and keeping them kttormed as to what they are 
doing. 

4 06/21110 This Communication Assistant typed, "One moment please, ma'am, reading cuslomel'" 
notes". Customer stated "this Commll1k;edon AssIstant ls lazy, I said my requesls; she 
shouldrl' have to read them-. Apologized for Inconvenience and elq)lained lhat an rEMay 

operators are Instructed to read customer notes and keep the wstomer informed. 

06122110 Communication Assistant was following relay procedUf8, by raeding the notes, to ensure 
all customer requests were followed and kepi customer Infofmed by letting customer know 

'Nflat Communication AssIstant was dotng. 

• 06130110 Communication Assistant c1d nol infonn customer that outbound was on the line and the 
outbound lWentually hung up. The Communication Assistant did not inform the wslomer 
that the outbolI"Id had discorvlected. The Communication AslYstant did not pay attention 
to the customer. Relay Communication Asslslant apologized for any InCOfMlrience and 

Informed the wstomer that the kttormation would be f<JnlliAlrded to the approptate person. 

06/30110 We do not have an COmmunicaUon Assistant with the 10 number listed in the complaint. 
We tried to Ia<:*. up seYel'a1 vartationl of the ID number thinking oomben tlad possibly 
been Iramipo&ed but couldn, match It to a particular Communtcatlon AssIstant. We 8r8 

lRIIbte to do falaw up due to &eck of Information on the Communlcallon Assistant. 

6 08107/10 Customer was upset that notes on tha &crean wera not followed, specifically the note that 
Instructs communications assistant to lea:ve voice message, If ansWEring macNne Is 

reached the nrst time. AfKlloglzed to customer end Informed that this would be forwarded 
to proper call center. No follow up requested. 

08109/10 Met with Communications AssIstant. Comm...,lcations AssIstant did read the notes and it 
was just a matter of Instlnct that they began typing the recording/answering machine. 

Commurkadons Assistant said they apologized to the customer. 

7 08122110 Customer complained that the Communication Assistant cidn't type -ANSWERING 
MACHINE PLAYING- before typing out the reoon::Iing. Garbling Issues made It difficutt to 

read whet was being said between the Commoolcatlon Assistant and the customer. 
Informed customer of correct policy for typing out "answering machine playing" and got a 

new Communication Assistant per customer request. 

08124110 Informed customer that it is not our policy to first send "answering machine playing", 
before tYP'ng aut a recorded message, but If wstomer would like to see thet done, 

customer Is welmme to Instruct the Communication Assistant to do so before placing her 
call. 

• 08122110 CommunicatK>n Assistant did not follow request, by not typing and infonning the caUe.r, 
that the turbo code b off, the microphone was muted, the wPITl were set at 45 and, when 

verifying the number to the caller, the Commun6c&tlon Assistant did not separate lhe 
numben. ThanKed the customer for !he feedback and found another Communication 

Assistant to contlnoo !he call as requested by !he wslomer. 

08124/10 Communication Assistant was coached on the importance of following all customer 
Inslructions. 

9 09/15110 This Communication Assistant did not let me knoW there was a changa of Communication 
AssIstants. Thenked the customer tor the feedback. 

09119110 In following up with the Communication Assistant, the Communication Assistant said they 
did Inform the customer of the Communication Assistant change. Due to extenuating 

dl'Qlmstances on this can, she was able to remernb«this in particular. The 
Communication Assistant wes 008Ched on the Importance of always foIlowtng customer 

notes and Instructions on fNfJr'( cafl. 

10 09115110 Accuracy of captions 09115/10 Customer reported an offensive and wrong word being captioned on a recent call. 
Customer provided the date and time of the call as well as the Communications Assistant 

number, with spedftc words that were not captiooed correctly. Customer Service 
Representattve thanked customer for the Informadon and apologized tor the experience. 

AdvIsed wstomer that thb detaU would be investigated by the CaptlCl'llng Center 
SuperwtSOC'. C811 detail was sent to the Captlonlng center Management to revtew with the 

lrufrvtdual Communications Asststant. 

11 10129110 Unable to make captioned calls 10129/10 Customer's daughter reported the need to -wait for an operate(" when attempting to make 
a captiOned call. Customer Service Representatlve apologiZed tor this expefience and 
noted there was a technical difflaJlty. at !he carl Center, that caused calls not to rtng 
through to W8iIlng captlonisl. M equlpmant vendor COfT8ded the matter. Customer 

5ervk:e RepresentaUve confirmed the customer ls now able to make thelt captioned ceq 
succe&StuIly. without delay. 

12 11102110 Accuracy of captions 11/02110 Customer's daughter reported that there are freqU9C1t errors, in the captions, that appear 
on her mother's CapTEI saeen. Customet Service Representative explained how captions 

ara produced, by captionlsts, and reoommended thai CapTEM user rerord date time and 
Commoolcatlons Assistant number, so Customer ServIce Representativa can taka specffk; 

notes and fcHow up with the Communk:atIDns AssIstant and the Commoolcatlons 
Assiatanl'B supeMSOI'. 

13 11103110 Communication Assistant did not -sign off" and, therufore, the inbound caller was not sure 
If the outbound caler was still connected. This call lOOk place today, 111312010, at 

approllimatEMy 8:45AM CT. Communication Assistant apologized fof ttae inconvenience 
and the wslomer did not request a follow up 

11JQ3110 In following up, the Communication AssIstant did not remember the call. The supervisor 
coached the Communication AssIstant, on the proper way 10 close a call, so that the 

customer Is kept Informed, of the progress, of their calls. 

,. 12113/10 Customer called and stated that Communication Assistant didn't respond to greeting or 
requests for cuslomet sefVlce a: a super'o'lsor. Communication Assistant did type, after a 

long pause, that there was a Ied1nicallssue, apologized, and to please call bede.. 
Customer dkIn' understand why it Ia<:*. so long for the Communication Assistant to 

respond. Apologized and offered folow up with the customer. The customer would like a 
follow up \etter. 

12/18/10 In following up with the Communication Assistant and supelVisor on duty at the time of 
this call, they \NOl'e able to confirm that them was a technlcellssue that didn't allow them 

to hear the Voice Cany-Qver customer speaking. The Voice Carry-Over customer hung up 
and dialed back, into relay, reactling the same supel"Yisorwho had Just observed the call 
with technical Issues. The supervisor apologized, again, for the Inconvenience and the 

Communication Assistant was able to place calls for lhis customer al that Ume. A follow 
up letter has been mailed to the customet on 1212712010. 

" 12118110 SaId Communication Assistant hung up or transferred without knowledge. Very upset 
about being tran$fened or hung up on. Apologized for inconvenience end told customer 

wou!d pass along to Commll"llcadon Assistants supervisor. Thenked customer for 
feedbadt. and. offered folow up. The customer does not want 8 follow up. 

12/18/10 Communication Assistant stated that they honored customet's request for a supervisor, 
but the supervisor was occoplad at the moment. The assistant supervisor instructed the 

Communication Assistant to transfet to customer service, which the Communication 
Assistant cId. Communication Assistant was following assistant super.1sor's instruction, 

however, the Communicadon Assistant was provided feedbadt. 'Nflat to do In this 
circumstance if it was to occurred again. 
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16 12121/10 Technical- G""""" 

. 

12121/10 Customer stated. yesterday, she was not able to make or receive captioned caDs. 
CUstomer 5eMce Representative apologized for this upElftenoe and noted there was 8 

ted1nlcal dIfflcuny. at the Cell Center. causing calfs to be p&aced In queue and experience 
tnJsually long walt Umes during 8 five hour Interval. An extsmaI equipment vendor 

corrected the matter. CUstomer 5eMce ReprelMwltatfve confirmed the customer is now 
able to make thek' captioned call BUCC8S5fully, without delay. 

17 01120111 Customer Is upset and felt that the Communication Assistant did not follow instructions, 
such 8&, Y8I1fyIng all numbenl before out dial. Thanked the customer for the feedback and 

apologized for the Inconvenience. 

01125111 In following up with the Communication Assistant, they verified the number. bullt wasn't in 
the speciflc order that the caller gave, at the beglmlng of the cal. He ha:I 8 dIfflcult time 
understanding the caller's InstrucUons, 8& the caller gave them too qulddy. Supervisor 
Instructed Communication AssIstant to alw8ys confirm any caller's Instructions" he 15 

unSIKe of what was said. 

1. 02/03111 Service - General 02103111 Customer reported that he cannot receWe caDs >Mth captions. but they go through without 
captions. Customer ServIce Representative advised aJstomer that on 212/201" CapTef's 
staffing was affected by blizzard oondttlons. Customer 5eMce Representative apologized 

for the Inconvenience this caused and acMsed staying on the line for the next 8vs8ab1e 
capUcnlsl. Center tocatlons In Madison and Mlwaukee were under both 8 "state of 

emergency" and 8 "clvH danger" warring, declared by Wisconsin Govemor Scott WalkEI'. 
Even though bus and taxi servicee were shut down In both clUes, and many roads were 

impassable, the Milwaukee and Madison centers both remained open and fie6ded calls non 
stop. ServIce kwels were not mel. for the day due to delayed answer time. The state of 

emergency ended on 21212011. Stafflng capacity was restored. Customer Servlca 
Representative confirmed with customer they are able to make and receive calls in a 

timely manner. 

1. 02111/11 Customer called In and asked Communication Assistant to repeat his Communication 
As5'stant runber. The Communication Assistant repeated the relay announcement, 

stating the relay name, his Communication As5'stant number end asked tor what number 
to call. Customer says they did not have a chanca to speak the number 10 the 

Communication Assistant and the Commmication As5'stant sent the same Information 
again and then typed -Due to no response. I will now be hanging up have a nlca day". 

Apologized for the Inconvenience and thanked the aJstomer tor the feedback. 

02117111 In following up with the CommlWlication Assistant, supervisor coached on appropriate 
dlsoonnecl procedures. The Communlcatton Assistant Is now aware of appmprtata 

procedure and wiD hendle all catls In a more protesslonal manner. A tolow Uf was not 
requested by the aJslomer. 

2. 02/15111 Communication Assistant did not type "mlaophone muted" as caller had Instructed. 
SupervIsor did observe that -microphone muted" was on the saeen, after the -calling 10 
number" was verified. Communication As5'stant did notlel. the caller IntEITupt with X's 

when the Commmlcation AssIstant was typing. CUstomer asked supervisor if her X's were 
on the saeen. The supervt8Ol' was not able to see any X's sent by the Inbound lrBnsmltted 

on the screen. Apologized for the inconvenience. A follow up was requesled by the 
customer. 

02117/11 Supervisor on the floor verified that Communication Assistant typed -mle muted- by 
observtng It on the CommunlcaUon AssIstants screen. SUpervIsor did not see any X's. A 

follow up letter was sent to the aJstomer on 2/2412011. 

21 02124111 Communication Assistant sent ringing and then typed "Go Ahead". The customer didn't 
know someone had answered. Then the Communication As5'stanl sent a message stating 

thet the person hung up; aJSIomer wasn't abfe 10 speak 10 outbound. Apologized for the 
Inconvenience and the aJstomer woukt like a follow up tetter sent. 

02124/11 In following up with the Communication Assistant. the customers Instructions were to only 
send the -Go Ahead" when a person answered the phone. The transmission speed on this 
call was slower, &0 onca the line was answered and the "Go Ahead- was sent it appeared 

to have only said -RINGING Go Ahead". WtvIe the Communication Assistant was 
following customer InslnJcl.lons, a better typing style woukt have prevented any confuslon. 

The CommunlcaUon Assistant was Instructed to use ellipsis and extra spacing between 
the maao transmission and the "Go Ahead", 8& to avoid any confuskIn In the future and 10 

help facilitate the call more smoothly. A follow up letter wes sent to the wstomer on 
212412011. 

22 02124111 Customer stated "This Communication Assistant was awful and unprofessionaf. While the 
TIY wstomer was typing, the Communication AssIstant told the voice person "These 

things take toreYer". The nv customer typed-I DON'T KNOW- and the Communication 
Assistant mocked the TIY user when voIdng it. Really ewfullnflectlon and was, overall, a 

terr1blecall. 

02/24111 Supervisor for this Communication Assistant received complaint today for follow-up. 
Supervtsor mel. with the Communication AssIstant. Supervisor stressed that the voice tone 
needs to be consistent with the content of cal. Commants In general, and especIauy rude 

comments, cannot be made. Supervisor told Communications AssIstant that another 
rudeness complaint can lead to further correcltve action, up to. and including termination. 

23 02128111 Voice carry..OVer user called Into relay and asked the Communication Assistant to repeat 
their 10 number. There was a long pause, no response and then the Voica Cany-Qver 

user hung up. ApokIglzed for the InconVEll'lklnce and IhankecI for the feedbeck. The 
aJSIomer did not request a fotlow up. 

02128/11 Supervisor followed up with the Communication Assistant. The Communication Assistant 
was Instrucled on how to provkIe Communication Ass6stanIIO anytime you are asked by a 
customer. The CommunlcaUon Assistant acknowledges haw to hancIe this request In the ...... 

2. 02128111 Customer was upset that the operator did not send -answering machine hung up. and "go 
ahead'" fast enough. after her message was left. Apologized for the inconvenience and 

thanked for the feedback. The customer did nol request a follow up. 

02128/11 The Communication Assistant was coached on proper call procedure. The Communication 
As5'stanl is now aware of how to better handle this type of call. 

2. 03106/11 Customer was upset and felt the Communication Assistant didn't follow instructions. 
When BIng for a s~, the Communication AssIstant hung up on the customer. 

When aJSI.omer dialed back In, the same Communication Assistant hung up on tha 
customer. In speaking with the supervisor, customer realizes that the Communication 

As5'stant did folkJw Inslrudlons, but should not have hung up on her twice. Thanked the 
caller for the information end Informed them to discuss proper procedures with the 

Communication Assistant. The customer did not request a follow up. 

03109111 In fotIowing up with the CommlWlication AssIstant; the Communication AssIstant recalls 
calHng for e Iq)8l'Vlsor, et tha start of the phone call tor assistance, but not by the request 
of the customer. Tl1e Communication Assistant does not recaH the aJatomar requesUng a 

supervisor or caUing In a second Ume. Tl1e Communication Assistant does remember that 
tha customer hung up before piecing e phone call. Supervisor revIe¥.ted pmper procedures 

and reviewed di6COl1nection In any case 8& an hmnedlate termination offense. 

2' 04105111 Customer stated that the Communication Assistant did not follow the customer's 
InstJuctlon. according 10 the customer note. Apologized for the inconvenience and offered 

a suggestion 10 make a slight modtflcatkln to the Instruction. Tl1e aJslomer declned 
Inslructlons and the aJSI.omer cId not request a fOllow up. 

04105/11 The Communication AssIstant stated that the caller, Immedlatefy, asked for the 
supervisor. CUstomer did not provide a number to caU. Communication Assistant followecl 

proper protocol and the Instruction In the customer note was somewhat cluttered and 
confusing 10 the Communlcetlon Assistant. 

27 04112111 Customer upset that the Communication Assistant typed "VOICE or r, after switching 
CommunlcaUon AssIstants. The CommU'l!caUon Asststanl did not respond to the Inbound 
questions or requests for a supervisor. which were both spoken and typed, and then the 
Communication As5'stant disconnected the caller. Apologized for tha inronvenienca and 

thenked the customer for the feedback. The customer did not request a fclow up. 

04112/11 In following up on this complaint, the Communication AssIstant stated -In the complaint-
was not wortdng althe Ume of this call. Unfortunately, the supervisor is unable to folkJw up 

with the Communication Assistant, thai did hang up on this customer. 

2. 04116111 Operator did not verify my number like my notes say. Communication Assistant didn't type 
out the number and erea code. I'm sid( and lIred of these operators ways. I don't want to 
use the relay service anymorel Communication Asststantln Charge checked screen el"ld 
confirmed thai Communication AssIstant did not foIow customer notes. CommunicaUon 

Assistent and Communication As5'stanlln Charge apologized several limes. The 
aJSIomer did not request a foIkJw up. 

04/16111 Coached the Communication Asslstanl on the Importance of following customer notes. 
CommunlcaUon Assistant stated thet they understood the Importance of following 

customer notes. 

2. 04118111 Complaining about this Commtncalion Assistant al"ld his supervisor for Q8fbIlng. Wants 
them fired. Complains of conststent garbling System-Mde. Customer stales the prfnt-outs 
prove it Is dear on his and. Customer does not ~ndwhy his caW went to an OhIo 
center and thinks he Is being tricked. Requests all CommunlcaUon Assistants to idenlify 

what center they are located at the beglming of all calls. Requests follow-up and 
1mmecltale action' be taken against CommuNcation As5'stant and his supervisor. NeYer 
wants either to hal"ldle his calls 9gBln. All male operaton;; are (used lnapproprfate word) 

a*"'-·s. Culllorner would like follow-up contact. via phone. 

04118/11 While the Communication Assistant does not recall drcumstanoes of this nature, the 
Communication Assistant was ItITllnded to report any tedv'llcal dI:tIIaJlty that the customer 

may have discussed. The assistant supervtsor, at the time, does ncl recall this 
drcumstanca as wetl. Garbling atb1buted to technical Issue because the customer 

lndK:ates it was system-wkie. Attempted to follow up vta phone, on the folloMng day 
412012011 at 8:25pm and there not an answer. Tried again at 612012011 al 8:50pm and 

there was no answer 612112011 at 7:10pm. Reached a TIY recording 10 use text or 

diallredial, but no answering machine and no answer on 612112011 at 81:7pm. Unable to 
obtain further InformaUon In order to put trouble tlckel. Into the system, for troubleshooting. 



-
30 04118111 IV. 7:09pm CST, customer asked operator to repeat their Communication Assistant 

number. The Communication Auls18nt did not respond, customer asked fer a supervisor, 
wanted anether opefBloJ, operator hung up on Inbound. Customer tried typing her 

requests to the opefBtor but the operator tulg up. Apologized fer the Inconvenience. 
Thanked the cuslorm.. fDr the feedback and otrerecI 8 foIow up. The customer did not 

request 8 talOW' up.. 

04118111 In following up with the Communic8tion AssIstant, the IeWlfity of clsconnectlng callers 
was disaJssed and the Communication Assistant was coached on proper procedure in 
terms of totlowlng customers InstJuctIons and upon request, always g1vtng the custom&'" 

your ComrnuricaUon Assistant runber. 

31 04127/11 Customer asked Communication Assistant to lype Td'bo code off. 45 wpm, and phone 
nOO1ber with area code Iasl Communication Assistal'lt did not do that and the aJltomer 

stated they will not use this service again. The customer did not request 8 foIow up. 

04127/11 Coached the CommunicaUon Assistant on the importance of following customers' 
Instrucdons and to promptly respond to the customer. Commurication Asal&tMlt 

undenrtand& Importance of following customers' Instructions. 

32 04130111 Communication Assistant dialed out without verffylng the number and also didn't verify 
oth. requests. Apologized for the lnoonverience, and had ~er communication 

Aaslstant take the cal. The customer did not request II fe.ow up. 

04130/11 The supervisor met with the Communication Assistant and reviewed proper procedure In 
rollowing au etatomer InstnJctlona, as wei as database notes. The communication 

Assistant understands the Importance of ec:commodatlng 81 WBtomtn requests lind will 
act In a professional mamer In the tulUre. 

33 05109111 The Communication Assistants did an CommlJl"licatlon Assistant change and the inbound 
Voice Cany-Ov'er user asked the new opef8tor If the outbot.nd party had hung up. The 

customer says that the operator did not respond lWld hung up. Customer stated they wi. 
take this to someone Wgher up than relay auperviSOl'S and friends say they hate relay 

service. Apotogized to the customer for the ~ and said the CommlXllcaUon 
Assistant would be made aware. No follow up requested. 

05109/11 Followfng up with the supervisor IMlo took the complaint. The supeMsor tried, several 

Urnes, to get c1artf1catlon on why the CommldcaUon Aaslal.ant would have hung up. The 
Communication Assistant said the caler asked to be lransfefTed to Relay Gustomet' 

ServIce so they sent -One Moment P1easa- and transfefTed the caller to Customer service. 
In foHowIng up with the Communication Assistant, she recals the customer requesting 
customer service after the out-bouncl caller had hung up. The Communication Assistant 
sent MONE MOMENT PLEASE" and lransfefTed to customer service. The supervisor on 

duty Is able to verify this InfonnaUon. 

34 05112/11 A voice customer says she Is unable to gel through to a Voice Carry·Over number. 
SevefBl operators hava tried and could not get through. TNs did not happen before today. 

Apologized for lWly Inconvenlel"lce dur1ng the call. The aJslomer requested a totlow up. 

05112/11 Technician looked Into this and did not find any problems. Caned the customer a few 
Urnes and thEn W8S no answer nor an answering macf1ine. 

35 05117/11 At 12:14pm CST, customer placed a caN and asked the Communication Assistant for 
vertfk:atlon of her communication Assistant number. The Communlcetlon Assistant did 
not respond and then disconnected the call when caller asked to speak to II supervisor. 
Apologized fer the inconvenience, the Communication Asslsl.ant will be fotlowed up with 

immediately. Tha customer did not request 8 follow up. 

05117/11 SUpervisor met with the Communication Assistant and appropriate action was taken. 

36 05117/11 Customer read conversation, with the operator, to supervisor responding to the complaint. 
It was clear, as desaibed to the supervisor, thet the Communication Assistant was 
arguing with the wstomer. Tha operator also stated, to the customer, that she was 

reacting customer notes white the customer was talking. The flBt note listed says -don't 
read customer notes first, listen to customefS InstJUctions finrt~. The wstomer asked the 

operator to type her requests In a specific way and 1he openatDl" did not follow thasa 
instructions. ApologIzed for the Inconlo'8l'1ienoe and th8nked the customer for the feedbact. 

No fotlow up was requested by thecuslomer, and they switched to another 
Communication Assistant to continue wllh the calls. 

05/17/11 After receiving notification of this ooncem, the supervisor disrossed the Incident with the 
operator and provided the appropriate coaching to the Communication Assistant. The 

supervisor is confident that the operator will communicate In a professional mamer In the 
tuture. 

37 05124(11 The customer states thai this Communicat;on Assistant misspelled the customer's name 
and the person she was calUng to. Customer staled that the Communication Assistant 
should have asked for the correct spelling. Thought that this Communtcation Assistant 
was unprofessional. ApologIzed fer the lncu'rIenIenoe and assur&d the wstomer that a 

(olow up with the Communk:allDn AssIstant will be conducted. The customer requested a 
foibN up via mall. 

05124/11 Unable to conduct a follow up meeting with the Communication Assistant. Althis time 
Communication Assistant 10 given has not been assigned. A letter was mailed, to the 

customer, explaining as sucf'1 on Tuesday, 512412011. 
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Complaint Tracking for SD (06101/2010.05/31/2011). Total Customer Contacts: 37 

T..,. 
1 

'P~;. 
06114110 

:LF .+ 
After giving my dosing greeting, I decided I wanted to place another call but the 

Communication Assistant did nol respond. 'find this very nKIe and I hung upl The 
Communication Assistant apologized rOf lncorrvenienoe and then d'lanked them for !he 

_bad<. 

06121/10 
.lflflf.lflflf•••••lfl 

Comml.llication Assistant didn't remember this call, speclflcally. That Communication 
Assistant was coadled on staytng focused during the caD, untilihe Inbound has 

disronnect.ed. and 1Ilway& being sure 10 ask customen to repeat their message, tf 
Communication AssIstant doesn't understand due to garbling, EM!In at the end of the cafI. 

2 06/18110 The Communication Assistant did not respond when asked 10 verify their Communication 
Assistant number. They -dragged their feet" and I just hung up because I shouldn't need to 

wait. The Communication Assislant apologized to customer and thanked them for their 
feedback. 

06121110 Communication Assistant said they were reading the aJstorner's notes; however, 
Communication AssIslant was COlJChed on responding Immediately to rostomers end 

keeping them Informed at all Urnes. 

3 06119/10 Communication Assistant dragged their feet; took "50 hours- to respond when asked to 
ver1ty Communication Assislanl number. Communication Assistant epoIogized ta the 

customer. wlll follow up wtth Communication Assistant. 

06121110 The manager met with the Communk:aUon Assistant and they stated they WEll"@reading 
the customer's nates. The supervisor coached the Communication Assistant on 

responding Immediately, to the customer, and keeping them InfOl'med ar; to ~t they are 
doing. 

• 06121110 This Communication Asstslant typed, "One moment please, ma'am, reading customer 
notes·. Customer stated "this Communation Assistant I. Lazy, I said my requests; she 
shouldn't have ta read them·. Apologized for ~Ienee and explained thai aH relay 

operators are instructed to read custom. notes and keep the custom. informed. 

06/22/10 Communication Assistant was fo4IowIng relay procedure, by reeding the notes, to ensure 
aH customer requests wer1l followed and kept customer Infanned by letting customer know 

~I Communication Assistant was doing. 

S 06130110 Communication Assistant did nat InfOOTl customer thai ootboond was on the line and the 
Dlllbaund lWentuaHy hung up. The Communication A&sIstant did nat Inform the customer 
that the ootbound had discamected. The CommWllcation A&sIstant did not pay attention 
to the customer. Relay Communication Assistant apoI0g6zed for any inconvenience and 

Informed the custom. that the Information would be forwarded ta the 8A"'OPflate person. 

06130/10 We do not have an Conimunication Assistant with the 10 number listed in the complaint. 
We lrted to look up several vartations of the ID number thklking numben had possibly 
been tnlnlllPosed but coukIn't match It ta a parUcWlr Commoolcation A&sIstant. We are 

unable to do follow up due to lack of 1nf0000atJon on the Communication Assistant. 

6 0&'07110 Customer was upset that notes an the SCf88f1 were not followed, specifically the nate thai 
Instructs communicaUona assistant ta 'eave voice message, If answa1ng mamlne Is 

reached the fll'5t time. Apologized ta customer and 1nf0000ad that this would be forwarded 
to prop. call cent•• No follow up requested. 

08109/10 Met with Communications Assistant. Communications AssIstant did mad the notes and it 
was Just a matter of Instinct that they began typtng the mcordlnglanswa1ng machine. 

CommunicaUons Asslslant said they apolagtzed to the customer. 

7 08122110 Customer complained that the Communication Assistant didn't type -ANSWERING 
MACHINE PLAYING· before typing oot the mcording. Garbling Issues made It dtffIcult to 

road whet was being said between the Comm.ncatJon AssIstant and the customer. 
Informed customer af correct policy for typing out ~answertng machine playing- and gal a 

new Communfcation Assistant per customer r~uesl 

08124110 Informed customer that It Is not oor pa&icy to 1II'5t send -answertng machine playing", 
before lypIng out a l'1lOOrded message, but If customer would like 1CI see that done, 

customer Is wefccme to Instruct the Communication A&sIstant 10 do so before placing her 
call. 

• 08122110 Communication Assistant did not foiSow request, by not typing and infOOTling the caller, 
thai the turbo code Is off, the mlauphone was muted, the wpm were set al 45 and, when 

verifying lhe number to the caRer, the CommunlcatJon A&sIstant did not separate the 
numbers. Thanked the cuslDm. lor the feedback and found another Communication 

Assistant to conllnue the call ar; requested by the customer. 

08124/10 Communication Assistant was coached on the Importance of following aI wstomer 
instructions. 

9 09/15110 This Communication Assistant did not let me know there was a change of Communication 
Assistants. Thanked the customer lor the feedback. 

09119110 In following up with the Communication AssIstant, the Communication Assistant said they 
did InfOI'm the customer fA the Commoolcatlon Assistant change. Due to extenualtng 

dn::umstances on this call, she was able to remember !his In parttcutar. The 
Commun6eation A&sIstanl was coached on lha mpartance of always following customer 

notes and instructions on fNer'I call. 

'0 09115110 Accuracy of captions 09115110 Customer reported en offensive and wrong word being captioned on a recent call. 
CUstom. provided the date and time of the call ar; W8II as the Communications Assistant 

number, wlth specffic: words IhaI were not captioned conectIy. Customer Service 
Representative thanked customer for the Information and apologized far the expertence. 

Advised customer that INs datal would be investigated by the CBpltoring Center 
SupeMsor. CaR detail was sent to the CBptionlng Center Management to rtMaw wlth the 

individual Communications A&sIstant. 

11 10129/10 Unable to make captiorled calls 10129/10 Customer's daughter reported the need to "watt for an operatOf" when attempting to make 
a captioned call. Customer Service Repru;entative apologized for INs elI:perienee and 
noted there was a technical difflcultv, at the caa Center, that caused calls not to ring 
through to waiting captionlst. Ivl equipment vendar OOI19Cted the maner. CUstomer 

Service Representative confirmed the customer Is now able to make their captioned call 
sUCCElNfully. w11hou1: delay. 

12 11102/10 Accuracy of captions 11102/10 Customer's daughter reported that there are frequent errors, in the captions, that appear 
on her mother's CapTei saeen. Customer Service Representative explained how captions 

am produced, by capUonlsts, and recommended that CBpTei user IeCOl"d date time and 
Communications Assistant number, so Customer 5ervIce RepresenlaUve can take spectfIc 

notes and follow up wtth the Communications A&sIslant and lha Communicatb1s 
A&sIstanfs supervisor. 

13 11103110 Gammunlcallon Assistant did not "sign off" and, themfore, the inbound caner was not sure 
if the outbound caller was still connectad. This call took place today, 111312010, at 

approximalely 8:45AM CT. Communication Assistant apologized lor the inoonvenience 
and the customer did not request a follow up. 

11103f10 In following up, the Communication Assistant did not remember the call. The supervisor 
coached the Communication A&sIstant, on the proper way to close a call, so that the 

customer is kepi informed, 01' the progress, of thelr calls. 

" 12/13110 Customer called and stated that Communication Assistant didn't respond to greeting ar 
requests lor customer sEll'Vice or a supervfsar. Communication Assistant did type, after a 

long pause, that thare was s ledlnlcallssue, apologized, and to plee&e call back. 
Customer didn't undeBtand M1Y it took so long lor the Communication Asslslant Ie 

respond. Apologized and offered follow up wtth the customer. The customer would like a 
foI,low up letter. 

12/18110 In following up with the Communication Assistant and supervisor on duty at the time of 
this caN, they were able to confInn that there was a temnlcallssue that didn't allow them 

to hear the Voice Cany-Qver customer spealo:ing. The Voice Cany-Qver customer hung up 
end dialed back, Into relay, reaching the same supervisor who had J\iSt observed the call 

with lachnical issues. The supervisor apologized, again, far the InconVEl'1lence and the 
Communication Assis\ant was able to place calls for this customer at lhlJt time. A follow 

up leU. has been mailed to the customer on 1212712010. 

1S 12/18110 Said Communication Assistant hung up or transf1lrred withoot. knowledge. Very upset 
about being transferred ar hung up on. Apologized lor Inconvenlence and told customer 

would pass along to Communication Assisfants supervfsor. Thanked customer lor 
feedbac:tt and offered follow up. The cuslomer does net want a follow up. 

12/18/10 Communication Assistant staled that they honored customer's request for a supervisor, 
but the supervisor was DCCUpied al the moment. The assistant supervlsar Instructed the 

Communication Assistant to transfer to customer service, which the Communication 
Assistanl did. Communication A&sIslant war; following assistant supervfsor's In8lnJd.lon, 

ho'MMll'", the CommunlcatJon A&sIstant was provided feedbact what to do in this 
cin:umstance If It was to occumKl' again. 



\
 

I. 12121/10 Technk:8l· General 12121/10 Customer atated, yesterday, she was not ab&e to make or receive captioned caMs. 
Cuatomer SeMce Rspresentative apologized tor this experience and notecI1herv was 8 

technical dtfficully. allhe eal Center, causing calls 10 be placed In queue and experience 
lFIlI....1y long walt IImeI during 8 fiva hour Interval. An external equipment vendor 

correcD::t the matter. Customer SeMoe Representative conflrmed the aJ8lQmer Is I"I:IW 

able to make their captioned cart 8IJC0888fully, wlthout delay. 

17 01120111 CUstomer Is upset and felt that the Communication Ass;stant did not follow instructions, 
such 88, vertfylng all numbers before out dial. T'har*ed the customer fer the feedback and 

apologized for the k'lconvenience. 

01125/11 In following up with the Communication Assistant, they verified the numbel', but. it wasn't in 
the specific order that the caller gave, at the beg!JWing of !he call. He had 8 cIfflaJtt lime 
tmdentandlng the caller'B Instructions, as the caller gave them IDO ~ddy. SUpeM&or 
InstructecI Communication Assistant to always connnn l!JI'Iy catler'B Instructions tf he Is 

lInswe of \'ftlat W85 I18id. 

'8 02103111 _·GenenoI 02103111 Customer reported Ihat he cannot receive caRs with captions, but they go through without 
captions. Customer ServIce Representative advtsed customs' that on 21212011, CapTel's 
stafftng was affected by blzmrd conditions. Customer Servica Representative apologized 

for the inconvenience this caused and advised staying on the line for the neJd. available 
captlonlst. Center 10caU0n8 In MadIson and Mlwaukee were under both a -state of 

emergmcy" and a .c:I.... danger" wamlng, deder8:l by Wisconsin Gov~Scott Walker. 
EY8l though bus and taxi services were shut down In both cities, and many roads were 

impa588ble, the Milwaukee and M8d1aoo oenters both remained open and fielded calls noI1 

&top. Servlcelevells were not mel for the day due to delayed answer Ume. The state of 
emefgE!l'lCY Mded on 21212011. Stafl'ing capadty was restored. Customer ServIce 

Representative contlnned with customer they are able to make and receive calls In a 
dmely manner. 

,. 02111/11 Customer called In and asked Commoocatlon Assistant to repeat his Communication 
Asastanl number, The CommoolcaUon Asslstanl repeeted the reli8y announcement, 

stating the relay name, his CommtmlcaUon Assistant number and asked for wttat number 
to call. Customer says they did not have a ch...celo speaIiI the number to the 

Commoolcatlon Assistant and the Communk:atton AssIstant sent the 68ffle Informadon 
again and then typed -Due to no response, I 'Ntll now be hlIngIng up heve 8 nk:e dey". 

Apologized for the inconvenience and thanked the customer for the 1eetIlack. 

02117/11 In following up with the Communication Assistant, supervisor coached on appropriate 
tlscoMeCt procedure&. The CommlftcaOOn Ass66tanlls I"I:Iwaware of appropriate 

prnoedtn and 'NtY hancle all cans In a more pn:JfesMonai manner. A foBow up was not 
requesled by the watamer. 

20 02115111 Communication Assistant did not type -mIcrophone muted- as caller had Instrncted. 
5upeMsor did observe that -mlaophone muted" was on the 1la"eEf'I, after the "catllng to 
number" was verffied. Commoolcatlon AssIstant did not 181 the caber In~ 'Ntth X'a 

when the CommoolcaUon AssIstant was typing. Customer aaked supervisor if her X's were 
on the 1la"eEf'I. The supervisor was nol able to see any X'B sent by the Inbound tl&nsmitted 

on the screen. Apologized for the Inronvenlence. A foHow up was requested by the 
customer. 

02117/11 Supervisor on the ftoor verified that Communication Assistant typed "mlc muted'" by 
observlng " on the CommoolcaUon Assistant's saeen. Supervtsor did not see any )('s, A 

follow up letter was 8eI'lt to the aJstomer on 212412011. 

21 02124111 Communication Asststant sent ringing and therllyped "Go Ahead", The customer didn't 
know someone had IrISwered. Then the Commoolcallon Asslstant sent a message staling 

thet the person hung up: CU5tomer waan' able to speaIiI to outbound. Apologized for the 
Inconvenience and the aJstomer would like a toIow up letter &en!. 

02124/11 In following up with the Communication Assistant, the CUStomefS InslrUCtions ware to only 
aend the "Go Ahead" when a person ...swerect the phone. The lransmlSSmn speed on this 
caa was aaower, 80 once the line was answe'ed and the "Go Ahead" was &ent k appeared 

to have only said "RINGING Go Ahead". While the Commook;atlon Assistant was 
foIlo'Ntng customer instructions, a better t~ng style would have prevented ...y oonfuskln. 

The Communk:ation Assistant was inslruclsd to use ellipsis and exira spacing between 
the maav transmission and the -Go Ahead-, as to avoid any oonfuslon In the future and to 

help facilitate the can more smoothly. A follow up letter was sent 10 the customer on 
212412011. 

22 02124111 Customer staled "ThIs Communicallon Assistant was awful and Uf1X'OIesslonal". Whe the 
TTY customer was typing, the CommoolcaUon Aaslst&nl tofd the voloe person "These 

things take torever". The TTY customer typed, DON'T KNOW" and the CommoolcaUon 
AssIstant mocked the TTY U&Elf' when voIdng It. Really awfullnltectlon and was, overall, a 

terrlblecall. 

02124111 Supervisor for thls Communication Assistant received complaint today for foUow..up. 
Supervisor met with the Commoolc8Uon Asastanl 5upeMsor stressed that the voice tone 
needs to be consistent 'Ntth the content of call. Comments In general, and especlaly nJde 

comments, cannot be made. Super.1:sor tofd Communlcations Assistanithet another 
rudeness complaint can lead to further correctlYe action, up to, and including tannination. 

23 02128111 Voice Carry·Over user caRed Into relay and asked the Communication Assistant to repeat 
their 10 number. Them was a long pause, no response and then the Volca Cany.Qver 

user hung up. Apologized for the InconYenience and lharMd for the feedback. The 
wstomer tid not requ_ a follow' up. 

02128111 Supervisor followed up wtth the Communication AssIstant. The Communication Assistant 
was mtructed on how to pn:wIda Communlcatlon Ass66tant 10 anytime you are asked by 8 
C1Istomer. The Commoolcatlon AssIstant admowledges how to handle this requ_ In the 

future. 

2' 02128111 Customer was upset that the operator did not send "answering machine hung up" and "go 
ahead- fast enoUQtl, after her message was kIft.. ApologIzed for the inconvenience and 

thanked for the feedback. The a.J6tomer tid not request a follow up. 

02/28/11 The Communication Assistant was coached on proper call procedll"e. The CommunlcaUon 
Astlstanll:s now aware of how to better handle this type of call. 

25 03lO6I11 Customer was upset and felt the Communk:ation Assistant didn't follow instructions. 
Wh«l a&kk'lg for a auperv4sor, the CammunlcatJon Ass66tant hung up on the aJstomer. 

Wh«l aJSlomer dialed back In, the eame Communlcallon AsslslBnt hung up on tha 
customer. In speaking 'Ntth the SupeMsor, customer realiz_ thst the CommooicaUon 

AssIstant did follow' instructions, but Bhould not have hung up on her twice. 1'hEri:ed the 
caller for the information and Informed !hem to dlso.ms proper procedur8S 'Ntth the 

Commu!1lcation Asastanl The wstomer did not request a follow up. 

03109/11 In fDIowIng up with the Communication Assistant; the Communication AssIstant recalls 
callng for a supervisor, at the Itsrt of the phone call for assistance, but not by the RKpJ&t 
of the customer. The Commoolcallon Asslslant does not recan the aJstomer requesung a 
&uplW'VI1OJ or calling In a second time. The CommoolcaUon AssIstant does remember that 
the customer hung up before ptadng a phone call. SUpeMsor nMewed proper proosdures 

and nNtswed dI&COI'lnactlon kl any case as an Immediata termtnaUon offense. 

26 04105111 Customer stated that the Communication ASsistant did not follow the customer's 
Insbuctlon, acccn:fIng to the aJstomer note. ApolOgI:zed far the lnconvenklnca "'nd offered 

a suggestlon to make a aalght modlficatton to the Instruction. The aJstomer dedlned 
instructions and the aJstomef' did not request a follow up. 

04105111 The Communk:ation AssIstant stated that Ihe caNer, immediately, asked for the 
&uplW'VIsor. OJstomer did not prOYIde a number to call. Comm\nlcatlon Assistant followed 

proper protocol and the Instruction In the customer note W8I somewhat c1ut1er8d and 
aduslng to the Commoolcatlon A&sI&tanI. 

21 04112111 Customer upset that the Communicallon Assistant typed "VOICE or T", after switching 
CommunlcaUon Assistants. The Commooication Assistant did not respond to the Inbound 
questions or requests for a supervisor, which were both spoken and typed, and then the 
CommWlication Assistant disconnected the caller. Apologized for the inconverience and 

thaMed the aJstomer for the feedback. The customer did not request a fofow up. 

04112/11 In following up on this complaint, the Communication Asstatant stated "In tle complaint-
was not wortdng at the Ume of this call. Unfortunately, the supervisor Is unable to follow' up 

with the CommoolcaUon AssIstanl, that did hang up on this aJstomer. 

28 04116/11 Operator did not verify my number like my notes say. Communication Assistant didn't type 
out the number and ares code. I'm sk:k ...d tired of these operatol'll ways. I don' want to 
use the relay service Mymorel Communication Assistant In Charge checked saeen and 
conflrmed that Communlcation AssIstant did not foBow customer nates. CommunlcaUon 

AssIstani and Communication Assistant In Charge apologized several times. The 
c::uetomer did not request a follow' up. 

04116/11 Coached the Communication Assistant on the importance of following customer notes. 
Communlcation Asslstant stated thallhey' understood the Importance of following 

aJslomer noles. 

2. 04118111 ComplaintnQ about this Communication Assistant and hta supervisor for garbling. Wants 
them fired. Complains of coos.Istenl gartJDng syslem-wtde. CUstomer stat. the print-outs 
proV9lt Is clear on his end. Customer does not undenltand why Ns cal went to an Ohio 
oent. and thlMs he Is being lftcked. Requests l1li CommunlcaUon AssIstants to Identify 

what oenter thay are Iocaled althe beginning of ali calls. RsquestB follow-up and 
1mmediate action' be Laken against Commook:aUon AssIstant and his supervtsor. Never 
wants either to handle his calls again. All male operalors are (used lnapproprlale WOld) 

a""-"s. Customer wouklllke fonow-up contact via phone. 

04118111 While the Communlclltlon AsaUitant doe& not recall circumstances of this nature, the 
Communication Asslalant was mrnlnded to report any technical dIIflculty thai the customer 

may have dlsCUBMd. The asslstanlaupervisor, at the time, does not recall this 
drwmstanae as WIllI. Garbling attrtbuilld to lechnicallssue because the aJstomer 

Indk:ates It was system-wide. Altempled to follow up via phone, on the following day 
412012011 at 8:25pm BI'ld thln not an aMWB'. Tned again al 612012011 at 8:50pm and 

there was no BnSWI!Ir' 612'12011 at 7:10pm. Reached '" TTY recording to use text or 
dlallredlal, but no answering machine and no answer on 612112011 at 8':7pm. Unable to 

obtain further Informallon In order to put trouble tlckellnto the system, for troubleshooting. 
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30 04118111 AI. 7:09pm CST, customer asked operator to repeat their Communication Assistant 
number. The CommdlicaUon Assistant did not respond, ooslomer asked for a SUpeMsor, 

wanted another operator, operator hung up on Inbound. Customer tried typing her 
requests to the operator but the operator hung up. Apologized for the inconvenience. 

Thanked the customer for the feedback and offered 8 fa.ow up. The customer did not 
request 8 follow up.. 

04118/11 In foIlow1ngi up with the Communicatloo Nls'stant, the aewrlty of disconnecting callen 
was d1scu5!J8j and the CommunlcatJan Assistant was coached on prop8l" procedure In 

terms of rolkJwlng oosmm8"S Instrucdons and upon request, always gMng the customer 
your Communication AfuYslanl: number. 

31 04127/11 Customer asked Communlcalion Assistant to type Turbo code off, 45 wpm, and phone 
number wtth area code last. CommunlcaUon Asalstant did not do thai and the customer 

stated they will not use this serv6ca again. The oostomer did not request a foIIaw up. 

04127/11 Coached the Communication Assistant on the Importance of following customers' 
Instruelion& and to promplly respond to the wGtam«. Communlcadon As86lltant 

undtntands mponance 01 fDlowIng cust.omEn' 6n&tnJctloos. 

32 04130/11 Communication Assistant dialed out without verifying the number and also didn't verify 
other requests. Apologized for the InconvenHnce, and had another Communication 

Assistant take the call. The customer did not request a follow up. 

0413011' The supervisor met wUh the Communication As5'stant and revitMed prop« procedure In 
rolowlng all aatomer Instruclion&, as wea 85 databa&8 notes. The Communk:ation 

Ass6slBnt understands the Imponance of accommodating al custcmen requesla and wtn 
ad In a protesalonal manner in the future. 

33 05109111 The Communication AssIstants did an Communication Assistant change and the inbound 
Voice C8rfy-0ver user asked the new operator if the outbound party had hung up. The 

customer says that the operator did not respond and hung up. Customer stated they will 
take this to someone higher up than may supervisors and friands say they hate relay 

service. Apologized to the customer for the Inconvenience and said the Communication 
Assistant would be made aware. No follow up requested. 

05109/11 Following up wtlh the supervisor who took the complaint The supeM6Ol' tried, several 
times, to get darfflcatloo on why the Communication Assistant would have hung up. The 

Commooicetlon Assistant said the caler asked to be transferracl to Relay Customer 
Serv;ce so they 581t -One Moment Please- end transferred the caller to Customer service. 

In foKow:ing up with the Communication Assistant, she recalls the customer requesting 
customer serv6ce after the out--bound caller had hung up. The CommunicaUon Assistant 
581t -ONE MOMENT PLEASE" and lransfelTed to customer service. The supervisor on 

duty is able to verify this Information. 

34 05112/11 A voioe customer says she is unable to get through to 8 Voioe Cany-Over number. 
5everat operators have Iried and could not gel. through. ThIs did not happen before today. 

Apologized for any Inconvenience during the call. The customer requested a follow up. 

05/12/11 Tectlnlcian looked into this and dkI not find any problems. CaNed the customer a few 
Urnes and there was no answer nor an answering machine. 

35 05117111 Ad. 12:14pm CST, customer placed a call and asked the Communication Assistant for 
veriflCBtfon of her Communication Asststant number. The Communication Asslstant dk:I 
not respond and then disronnecl:ed the can when caller asked to speak to a supervisor. 
Apologized for the inconvenience, the Communication Assistant will be followed up with 

knmacllately. The customer did not request a follow up. 

05/17/11 Supervisor met with the Communication Assistant and appropriate action was taken. 

36 05117/11 Customer read conversation. with the operator, te superviscr responding to the complaint. 
It was aear. as desaibed to the supervisor. that the CommunlcaUon Assistant was 
arguing '#fIIith the customer. The operator also stalacl, to the customer, that she was 

n!8d1ng customer notes white the oostomer was talking. The first note lis1ed says "don't 
read customer notes first, listen to customers InstnJcttons fntw 

• The QlSlOmer asked the 
operator to type her requests in a speclfk: way and the operator did not follow those 

Instructions. Apologized for the inconvenklnoe and thankacl the customer rOl the faedbadc. 
No follow up was requested by the customer, and they switched to another 

Communication Assistant to continue vdth the calls. 

05117/11 Mer receiving noUficatlon of this oonoem, the supervisor discussed the incident with the 
operator and provided the appropriate coaching to the CommUfll:caUon Assistant. The 

supervisor is confident that the operator will communicate in a professional manner in the 
future. 

37 OS/24111 The customer stales that this CtImmunication Assistant misspelled the customer's name 
and the person she was calling to. Customer slated lhet the Communlcatlon Assistant 
should have asked for the correct spelling. Thought that this Communication Assmtant 
was unprofesskln8l. Apofogl:zed for the tnconve'll~and a8aUred the QlStomer that a 

follow up with the CommunkatJon AssislBnt will be conducted. The customer requested a 
folk7-Nupvlamail. 

05124/11 Unable to conduct a follow up meeting with the Communication Assistant. At this time 
Communication Assistant 10 given hes not been assigned. A letter was mailed, 10 the 

customer, explaining as such on Tuesday, 5/24/2011. 
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Complaint Tracking tor SO (06/01/2010.05/31/2011). Total Customer Contacts: 37 

06114110 After gMng my closing greeting, I decided Iwanted to place another call but the 06121'10 ComrnurbUon Assistant didn't remember this call, sp&dfically. That Communication 
CommunlcaUon ~stant did not respond. I find this very rude and I hung up! The A8sislant was roached on staying focused d..-tng the call, untllihe Inbound has 

CommunlcaUon Assistant apologized for Inconvenience and then thankecllt1em for the disconnected, and always being SUI'B to ask customers to repeat IhBIr message. If 
teedbad<. Communication AslNstant doesn't understand duB to garbling, even allhe end of the call. 

06118110 The Communication Assistant did not respond when asked to verify their Communication 
Assistant number. They "dragged their feet" and I Just hung up because I shouldn't need to 

walt. The Communication Assistant apotogized to wstomer and thanked them for their 
feedback. 

06121/10 Communication Assistant said they were reading the customer's notes; however. 
Commurkalion Assistant was coached on responding Immediately to wslomers and 

keeping them Informed al all times. 

06119/10 Communication Assistant dragged their feet; took -SO hoursM to respond when asked to 
vertfy Communication Assistant number. Communicatton Assistant apologized to the 

wstomer; will follow up with Communication AslNstanl 

06121110 The manager met with the Communication Assistant and they stated they were reading 
the customer's notes. The supervlsor coached the Communication ~stanton 

responding Immediately, to the customer, and keeping them informed as to what they ara 
doing. 

06121/10 This Communication Assistant typed, -One moment please, ma'am, reading customer 
notes-. Cuslomer stated "this Communication Assistant is lazy, I said my requests; she 
shouldn't have to read them". ApoIO!jIized for inCOlWanlence and explained that al relay 

operators are instructed to read customer notes and keep the CUSlOmer informed. 

06122110 Commun6catlon AssIstant was fonowing relay procedure, by reading the notes, to ensure 
all customer requests were followed and kept CUSlOmer Infoooed by letting wslomer know 

what Communication Assistant was doing. 

Communication Assistant did not inform customer that outbound was on the tine and the 06130/10 
ouIbound eventually hung up. The Communication Assistant did not Inform the customer 
that the outbound had d1&OOOl'lElCl.ad. The Communication Assistant did not pay attention 
to the customer. Relay Communication Assistanl apologized for 8I'ly InconYE!l'lklnoB and 

Infonned the customer lhatthe InformaUon would be forw&rdecI to the appropriate pEROn. 

06130110 We do not have an Communication Assistant with the 10 number listed in the complaint. 
We tried to look up several variations of the 10 number thinking numbers had possibly 
been transposed but couldn't match It te a partlaJIar Communication Assistant. We are 

l.JIl8bEI to do follow up due to lad( 01 nt'ormaUcn en the Communication Asslslanl. 

08107/10 Customer was upset that notes on the saeen were not toNOINed, specffically the note thai 08109/10 Met with Communications Assistant. Communications Assistant did read the notes and It 
Instructs communications 85&istant to leave voica meslSBge, tr answer1ng machine Is was Just a matter of instlne! thet they began typing the recordlngfanswenng machine. 

reecf1ed the first time. Apologized 10 customer and Informed lhat this would be forwarded Communications Assistant said they BJX*Jgized to the customer. 
to proper call oenter. No follow up rgquesled. 

08122110 Customer complained that the Communication Asslstanl dldn't type -ANSWERING 08124/10 
MACHINE PLAYlNG" befOffl typng out the fflCOI"dlng. Garbling issues made It difficutt to 

read what was being said between the Communlcatlon As_tant and the customer. 
Infonned customer of correct poltcy for typing ouI "8I'ls'Mlrtng machine playing" and got a 

new CommunicaUon Assistant ptS CU&ron'ler request 

Informed customer that it Is not our policy 10 first send -answering machine playing", 
before typing ouI a I'9COfded message, but if customer would like to see that done, 

customer Is welcome to Instruct the Communk:atlon Assistant to do so before placing her 
call. 

08122/10 Communication Assistant did not follow request. by not typing and informing the caller, 08124110 Communication Assistant was coached on the Importance of following all customer 
that the turbo code Is off, the microphone was muted, the 'WpfTl were sel Bt 45 and, VIIhen instructions. 

verlfyfng lhe number to the caller, the Commllllcallon Asalsl8l'lt did not eeparalethe 
numbers. Thanked the customer for the feedbact. and fcund soother CommllllcaUcn 

Assistant to oontinue the call as requested by the cuatomer'. 

This Commurncatlon Assistant did not let me know there was a change of Communication09/15110 09/19110 
Assl5t8nts. Thanked the customer for the feedbadt. 

09/15110 Accuracy of captions 09115/10 

Unab!e to make captioned caNs 1012911010/29/10 

11/02/10 Accuracy of captions 11102110 

In following up with the Communication Assistant, the Communication Assistant said they 
did Inform the customer of the Communication Assistant change. Due to extenuating 

ciramstances on this caU, she was able to remember INs In particular. The 
Communication AssIstant was coached on the importanca 01 always following CUlItomer 

notes and Instructions on fNf!I'{ call. 

Customer reported an offenstve and wrong word being capUoned on a recent call. 
Customer provfded lhe ¢ale 8I'ld time of the call as weR as the Communications AssIstant 

number, wIU1 &p8Clfic words that were nol captioned COlT'8Ctly. Cuslomer Service 
Representative thanked customer for the inlomlatlon and apologized for lhe~. 

Advised wslomer that INs detail would be Investigated by the Captlonlng c.ent. 
SupervI&Ol'. caa detail was Mnt to the Captionlng Center Managemant to nMew wllh the 

IndMdUlll CommunlcaUons ~stant. 

Customer's daughter reported the need te "wait for an operator" whan attempting to make 
a captioned call. Customer Service Representative apologized for this experience and 
noted there was a tedYlical diffiaAty, at the Call Center, that caused calls not to ring 
through to walUng captlenlsL M equipment vendor lXlrT8cted the mat1ef. Customer 

service Representative conflrlned the customer Is now able to make ltleir captioned call 
successfully. without dElay. 

Customer's daughter reported that there are frequenl errors, in the captions, that appear 
on her mother's CapTet saeen. Customer Service Representative 8llplalned how captions 

are produced, by capUonlsts, and recommended that CapTel U5llr fflCOI"d data time and 
Communications Assistant runber, so Customer Servlce Repreeentadve can take specific 

notes and foHow up 'Mth the Communications Asslstant and the Communications 
Assistant's supervisor. 

13 11/03/10 Communication Assistant did not -sign off" and, therefore, the Inbound caIfer was not sure 11/03110 In following up, the Communication Assistant did not remember the call. The supervisor 
rf the outbound caller was stili connected. This call took place today, 111312010, at coached the Communi~tlon~stant. on the proper way to close a call. so that the 

apprt>lImately 8:45AM CT. Communication Assistant apologized for the lnoonven6ence customer is kept informed, 01 the progress, 01 their cans. 
and the customer' did not request a follow up. 

12/13110 Customer called and stated that Communkation Assistant didn't respond to greeting or 12f18/1014 
requests for customet service or a supervisor. Communlcation Assistant did type, after a 

long pause, thai tt!ere was a lechnical issue, apologiZed, and tc please call bade 
Customer didn't IM'ldeIsland why it took so long for the Communication Assistant to 

respond. Apologized and offered foHow up witt! the customer. The customer' would like a 
follow up letter. 

In following up with the Communication Assistant and supervisor on duty at the time of 
this call, they were able to confirm that there was a technical issue that didn't allow them 

to ~r the Voice Carry-0ver customer speaking. The Voice Carry-Over customer' hung up 
and dialed back, into relay, reeching the same supervtsor who had just observed tt!e call 
with technical issues. The supervisor apologized, again, for the Inconvenience and the 

Communtcation Assistant was able to place calls for this customer at U'lat lime. A follow 
up Ietlerhas been mailed to the customer on 12/27/2010. 

1S 12/18/10 Said Communication Assistant hung up or transferred without knowledge. Very upset 12/18/10 Communication Assistant stated that they honored customer's request for a supervisor, 
about being transferred or hung up en. Apologized for inconvenience and told customer but the supel"lltsor was occupied al the moment. The assistant supel"lltsor Instructed the 

would pass along 10 Communication Assistants supeM&Ol'. 'Thanked customer for Communication Assistant to transfer to aJslomer service, which the Communication 
feedback and offef9d fclow up. The aJstomer does not want a follow up. Asslstant did. Communcation Asslstant was to.owIng assistant supel"lltSOf's Il'IStNctlon, 

however, the Communication Assistant was provided feedbad< what to do In this 
c1rwmsl8l'lce If it was to OCCUlTed again. 



,. 12121/10 Tech...... - G....... 12121/10 Customer stated, yesterday. she was not abie to make or receive captioned caUs. 
Cu&tomer ServIce RepresentaUve apotogized for this experience and noted there was a 

tec:hrMca1 cIffla.dty. at the Cal Center, causing calls to be placed In queue and experience 
unu5U8l1y long walt times during II five hour Interval. An extemaI equipment vendor 

cornK:ted the matter. CUstcmer ServIce Representative confirmed the customer Is now 
able to make their captioned callaucceasfully, without delay. 

17 01120/11 CUstomer Is ~ and felt that the Communication AssIstant did not follow instructions, 
such 88, vertfytng all numbEn before out dial. Thanked the customer tor the feedback and 

apaIogIzed for the InconverAence. 

011251'1 In foIlOYf'ing up with the Communication Assistant, they verified the number, but It wasn't In 
the specific order that the caller gave. 81 the beglnnklg of the cal. He had a dIffla.dl time 
l.I\defstandlng the caller's Instructions, as the calise' gave them too qulddy. SupervIsor 
Instructed Commur*:aUon AssIstant to always conflml any caIIer'8 Instructions If he Is 

unsure of what was said. 

18 02103111 ServIce - General 02103/'1 Customer reported that he camot receive cans wtth captions, but they go through wfthout 
captions. Customer ServIce Representative a:Msed customer that on 2121201 1, CapTe1's 
staffing was atfected by blizzard conditions. Customer Servke RepresentatiYe apologized 

for the InconYErience tNs caused and advised staying on the line for the neld avalable 
capUonIst. Center locations In MadIson and Mllw8ukee were under both 8 ·stale of 

emergency" and 8 McIYtI danger" wamlng, declared by Wisconsin Governor Scott Walker. 
Even though bus and taxi services were &hut down In both dtles, and many roads were 

Impassable, the Milwaukee and Madison centers both remained open and fielded calls non 
stop. Servite kMlIs were not met for the day due to delayed answer lime. The state of 

emergency ended on 21212011. Staffing capacity was restored. Customer ServIce 
RepresentaUve confirmed with customer they are able to make and receive calls In a 

timely manner. 

19 02/11/11 Customer called in and asked Communicatim Assistant to repeat his Communicatkln 
Asslstant number. The Communication Assistant repeated the relay announcement, 

stating the relay name, his Communication AssIstant number and asked for what number 
to call. CUstcmer seys they did not have a chance to speak the number to the 

Communication Assistant and the Comm~lcalionAssIstant sent the same Information 
again and then typed "Due to no response, I will now be hanging up have a nice day". 

Apologtzed for the Inconvenience and thanked the wstomer for the feedbar.:k. 

02117/11 In following up 'llfth the Communication Assistant, supervisor coached on appropriate 
discomect procec:lYes. The Commt.M'\icatlon As_tant Is now aware of appropriate 

procedure and wi. handle all cals In a more professtooal manner. A follow up was not 
requested by the customer. 

2. 02115111 Communication Assistant did not type "mIcrophone muted" as caller had Instructed. 
SupervIsor did observe that "mlaophone muted" was on the saeen, after the "calling to 
number" was vertfIed. Communication Assistant cId not tet the caller Intenupl: with X's 

when the Communication AssIstant was typing. Cuatomer asked supervisor If her X's were 
on the screen. The aupeMsor was not able to see any X's sent by the Inboood transmitted 

on the screen. Apologized for the Inoonvenlence. A follow up was requested by the 
customer. 

02/17/11 Supervisor on the ftoor verified that Communication Assistant tYPed "mlc muted" by 
obsefvIng II on the Communication Asslstanrs saem. Supervisor did not see any X's. A 

foilOW' up lelterwas emt to the customer on 212412011. 

21 02124111 Communication Assistant sent ringing and then typed "Go Ahead". The customer didn1 
know someone had answered. Then the Communication Assistant sent a message stating 

that the person hung up; customer wasn't able to speak to outbound. Apologized for the 
Inconvenience and the customer would like a foDow up leiter sent. 

02/24111 In following up with the Communication Assistant, the customers Instructions were to only 
send the "Go Ahead" when a person answered the phone. The transmission speed on this 
cal was slower, so once the line was answered and the "Go Ahead" was sent It appeared 

to have only sakt "RINGING Go Ahead'. While the Commt.M'\ication Assistant was 
following custcmer Instructions, a better typing style would have prevented any confusion. 

The Communication Assistant was Instructed 10 use ellipsis end extra spadng between 
the maao transmission and the "Go Ahead", as to avoid any confuskx'lln the future and to 

help fadlitate the call more smoothly. A follow up letter was senl to the customer on 
212412011. 

22 02/24111 Customer stated "This Communication Assistant was awfuf and unprofessional~.Whoo the 
nv customer was typing, the Communication AssIstant told the voice person "These 

things take forB'l8l"'. The nv customer typed , DON'T KNOW" and the Communication 
Assfstant mocked the nv user when voIdng II. Realty awfullnftectlon and was, overall, e 

terrible cell. 

02124/11 Supervisor for this Communication Ass!stant received complaint today for follow-up. 
Supervlsa mat with the CommunlcaUon Assistant Supervisor stressed that the voice tone 
needs to ba consmtent with the content of call. Comments In general, and especlaUy n.JcIe 

comments, cannot be made. Super.isor told Communications AssIstant that another 
rudeness complaint can lead to further corrective action, up to, and Indudlng tenTllnaUon. 

23 02128111 Voice Garry-Over user called Into relay and asked the Communication Assistant to repeat 
their ID number. There was a long pause, no response and then the Voice Cany-Qver 

user hung up. Apologized for the Inconvenience and thanked for the feedback. The 
customer did not request a foIk1w up. 

02128111 Supervtsor followed up with the Communication Assistant. The Communication Assistant 
was InslnJcted on how to provide Communication Assistant ID any1lme you are asked by a 
oostomer. The Communication Assistant acknowledges how to handle this request in the 

future. 

2. 02128111 Customer was upset that the operator did not send "answering machine hung up" and "go 
ahead" fast enough, after her message was left. Apologized for the inconvenience and 

thanked for the feedback. The customer did not request a follow up. 

02128111 The Communication Assistant was coached on proper call procedure. The Communication 
Assistant Is now aware of how to better handle this type of call. 

2. 03106111 Customer was upset and fell the Communication Assistant didn't follow instructions. 
When asIdng for a supel"'lisor, the Commll'lk:ation Assistant hung up on the customer. 

When wstomer dieted beck In, the same Communication Assistant hung up on the 
customer. In speaking with the supel"'lisor, customer realizes that the CommunlcaUon 

AssIstant did follow instructions, but should not have hung up on her~. Thanked the 
caller for the InformaUon and Informed them to discuss proper procedures with the 

Communication Ass!&tant. The customer did not request a foilOW' up. 

03109111 In foICM'ing up wfth the Communication Assistant; the Communication Assistant recalls 
calling for a aupeMsor, at the start of the phone call for assl&lance, but not by the request 
of the wstomer. The Communication Assistant does not recall the oostomer requestlng a 

supervisor or calling In a second lime. The Communication As_tant does remember that 
the customer tulg up before placing a phone call. SupervIsor f'e't'ie'M1d proper procedures 

and revtewed disconnection In any case as an lmmedlata termlnaUon offense. 

26 04105111 Customer stated that the Communication Assistant did not follow the customer's 
Instruction, acconlng to the customer note. ApoIogtzed for the inconvenience and offEnd 

a suggesUon to maka a silght modification to the Instruction. The customer declined 
6nstruc::tklne and the customer cId not request a follow up. 

04105111 The Communication AssIstanl stated that the caller, immediately, asked for the 
supervisor. Customer did not provkIe a number to cal. Commt.M'\icat6on Assistant followed 

proper protocol and the Insbuction In the customer note was somewhat c1utlered and 
confusing to the Communication AssIstant. 

27 04112111 Customer upset that the Communication Assistant typed "VOICE or T", after switching 
CommuNcatlon AssIstants. The Communication Assistant did not respond 10 the Inbound 
questions or requests for a supervisor, which were both spoken and typed, and then the 
Communication Assistant disconnected the caller. Apologized for the inconvenience and 

thanked the custcmer for the feedback. The customer did not requeSt e foilOW' up. 

04112/11 In foUowing up on this comptalnt, the Communication AssIstant stated "In the complaint" 
was not wortdng at the time of this caR. Unfortunately, the supervisor Is unable to toilOW' up 

with the Communication AssIstant, that did hang up on this customer. 

2. 04116/11 Operator did not verify my number like my notes say. Communication Assistant didn't type 
out the number and area code. I'm sicl( and tired of these operators ways. I don't want to 
use the relay service anymore! CommunicaUon AssIstant In Charge dlecked sueeo and 
confirmed that Commoolcadon AssIstant did not roIow customer notes. CommoolcaUon 

AssIstant and Communication Assistant In Charge apok)glzed several times. The 
customer did not request a follow up, 

04116/11 Coached the Communication Assistant on the knportance of f"'lowing customer notes. 
Communlcelton Assistant stated that they undenilood the Importance of f"'lowing 

customer notes. 

29 04118/11 Complaining about this Communication Assistant and his supervisor for garbling. Wants 
!hem fired. Complains of consistent garbtlng system-w6de. Customer states the prtnt-outs 
prove II Is dear on his and. Customer does not undenitand why his call went to an Ohio 
center and thtnks he Is being tricked. Requests ell Communication Assistants to Identify 

what center they are located at the begiMIng of all calls. Requests follow-up and 
'mmedWrte action' be taken against Communication AssIalant and his supervisor. Never 
wants either to handle his cals again. All male operators are (used Inappropriate word) 

a*·h-·s. Customer would lH(e roIow-up contact via phone. 

04118111 WhUe the Communication Assistant does not recall ciR:umstanees of this nature, the 
Communication AssIstant was reminded to report any technical dlffloolty that the customer 

may heve di&a.lued. The assistant supervisor, at the time, does not recall this 
drcumstance as wall. Garbling attributed to technical Issue because the oostomer 

indicates It was system-wtde. Attempted 10 f"'low up vla phone, on the follo'llfng day 
412012011 at 8:25pm and there not an answer. Tried again at 612012011 at 8:50pm and 

lherewas no answer 6/2112011 at 7:10pm. Reached a nv recording to usetexl or 
dlaI/redIaI, but no answering machine and no answer on 612112011 at 81:7pm. Unabla to 

obtain further Information in order to put trouble tlckat Into the system, for troubleshooting. 



30 04118111 At 7:09pm CST, customer asked operator to repeat their Communication Assistant 
number. The Communication Assistant did nol respond, aJstorTlEl' asked for a supervisor. 

wanted another operator. operator hung IJP on Inbound. CuslDmer tried typing her 
requests to the operator but. the opsulor 0009 up. Apologized for the Inconvenience. 
Thanked the customer for thJ feedbe<*: and offered 8 fDAow up. The customer did not 

request 8 follow up.. 

04118/11 In following up wtlh the Communication Assistant, the severity of d1sconnecti"lg callers 
was discussed and lhe Communication Assistant was coached on proper procedure In 

1efTTlS of following customers instructions and upon request, always giving the aJ5lomer 
your CommunlcaUon Asststant number. 

31 04127111 Customer asked Communication AssIstant to type Turbo code off, 45 wpm, and phone 
number wtlh area aJde last. Communlc8tk1n Asststant did not do that and the wstomer 

stated they will net use this servl08 again. The w&tomer did not request 8 follow up. 

04127/11 Coached the Communication Assistant on the importance of following customers' 
lnatructlons and to promptly respond to the CU6tomer. Communication Assistant 

uOOerstands Importance of fclawlng customers' Instruelions. 

32 04130111 Communication Assistant dialed out without verifying the number and also didn't verify 
other requests. Apobglzed for the Il\CICInWlnIence, and had another Communication 

AssIStant take tha cal, The customer dkt not request a fDHow up. 

D4I3O/11 The supervisor met w\ttl the CommunicaUon Assistant and r'Wlewed proper procedure In 
following all wstomer instructions, as wei 8S datab888 notes. The Communication 

AssIstant understands the Imponan08 of accommodatlng.1 customen. requests and wtIl 
ad In a professional manner In the future. 

33 OSf09I11 The Communication Assistants did an Communication Assistant change and the Inbound 
Voica CafTy-Over user asked the new operator if the outbound party had hung up. The 

customer says Ulat the operalor did not respond and hung up. Customer stated theY wl. 
take this to someone htgher up than relay supen.1sors and friends say theY hate relay 

service. Apologized to the customer for the inconverience and said the Communication 
Assistant would be made aware. No follow up requested. 

05109/11 FoOowing up with the SUpeMsor who took the complaint. The supervtsor tried, sevef81 
times, to get clariflcatia't on why the CommiDcatlon Assbitant would have hung up. The 

Communication Assistant said the caller asked to ~ transferred to Relay Customer 
Servlca 50 they ~ "Ona Moment P181158~ and transfemd the callet to Customer servtoe. 

tn following up with the CommunicatiOn Assistant, she recalls the aJstomer requesting 
aJstomer servl08 after the out-bou'ld callet had hung up. The Communication Assistant 
sent "ONE MOMENT PLEASE- and transf8l1'ed to aJstomer service. The supervisor on 

duty is able to vertfy this Information. 

34 05112/11 A voioe customer says she Is unable to get through to a Voice Cany-Overnumber. 
Se'ierBl operators have tried and could not get through. ThIs dkt not haPpen bel0f'8 today. 

Apologized for any Inconvanlence during the call. The aJstomer r&qlatad a follow up. 

05112/11 Technician k>oked Into this and did not find any problems. Called the customer 8 few 
times and therB was no answer nor ananswer1ng machine. 

35 05117/11 At 12:14pm CST, customer placed a call and asked the Communication Assistant for 
veffftcation of her Communication Asstatant number. The CommiDcaUon AssIstant did 
not respond and than dl.scomected the call when cafler asked to speak to a supEl'Ylsor. 
Apologized for the inconvenience, the Communk:aUon Assistant Mil be foIfowed up with 

Immediatllly. The custon1er did not request a follow up. 

05117/11 SupervI&Or met with the Communication Assistant and appropriate action was taken. 

36 05117/11 Customer read conversatton, with !he operator, to supervisor responding to the complaint. 
It was clear, IlI5 desatbed to the supervl6OI', thet the CommiDcaUon Ass6stant was 
arguing with the custom•. The operator also atatad, to the wstom., thai she was 

reading wstomer notes while the customer was talking. The first note listed says "don' 
read aJstomer notes first, listan to customem Instructions flrst-. The ClIStomer asked the 

operator 10 type her requests In a speclflc MJtrf and the operator did not follow those 
Instructions. Apologized for the inconvenience and thanked the wstomer for the feedback. 

No follow up was ruquested by the cuslDmer. and they &Witched to another 
CommuNcatlon Ass6stanl to conllnue Mth the calis. 

05/17/11 After receMng notification of this concem, the supervisor discussed the Incident with the 
operator and provided the ~te coaching to the CommiDcation Assistant. The 

supen.1801" is confldenl that the operator will communicate In a professional manner In the 
future. 

37 05124/11 The customer states that this Communication Assistant misspelled the customer's name 
and the perJon &he was calling to. Customer stated Ulat the Communication Assistant 
6hou1d have 86ked for the correct spelling. Thought lhat this Communication AssI$tanl 
was unprofe&Slonal. ApologIzed for the InCOfMll'llence and assured the wstom. !hilt 8 

follow up with the CommiDcatton Assbtant will be mnducled. The custon1er r&qlatedll 
follow up via mail. 

OS/24/11 Unable to conduct a follow up meeting with the Communication Assistant. At. this time 
Communication Assistant 10 givan has not been IIssigned. A tetter was malled, to the 

customer, explaining as sud'I on Tuesday. 5/2412011. 
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Complaint Tracking for SO (O6l01/2010.()5/3112011). Total Customer Contacts: 37 

1 06114110 AIt« gi\lfng my dosing greeUng, I deckfed I wanted to pJace another call but the 
Communication AssIstant did not respond. I find this very rude and I hung up! The 

Communlcatlon Assistant apologized for lnoJOVenlence and then thanked them for the 
feedback. 

06121/10 
3E3Emlmmlmlmmmlllmlll 

Communication Assistant didn't remember this call, spedfIcaIly. That Communication 
Asslstant was coached en slaying focused during the call, untl the Inbound has 

disconnected, and .ways being sure 10 ask customel'1l to Alp8Bt their message, tf 
CommunlcaUcn AssIstant doesn't understand due to garbling, even al the end of the call. 

2 06118110 The Communication Assistant did not resporld when asked 10 verify their Communication 
Assistant number. They ~dragged tl'le'r feetM and 1just hung up because I shouldn1. need to 

wan.. The Communication AssIstant apologized to aJ5tomer and thanked them for their 
feedback. 

06/21/10 Communication Assistant said they were reading the customer's notes; however, 
Communication Assistant was coached on responding Immediately to customers and 

Ii:~ng them Informed 81811 Urnes. 

3 06119110 Commoolcatlon Assistant dragged their feet; took -50 hours- to respond v.f\en asked to 
verify Communicatlon Asslstanl number. Communication AsSslant apoIogaed 10 the 

customer; wtll follow up with Communication Assistanl 

06121110 The manager met with the Communication Assistant and they stated they were reading 
the cuslomer's notes. The &uper'Vlaor coached the Communication AsSstant on 

responding Immediately, to the cuslomer, and k~ng them informed as to what lhey are 
doing. 

• 06121/10 This Communication Assistant typed, MOna moment please, ma'am, reading customer 
notesM . Customer staled "'thIs Commoolcation AssIstant is lazy, I said my r1IQUBSts; she 
shouldn't heve to read themM. Apofoglzed for inconvenience and eltplalned that al retay 

opefaton are InslnJcled to read customer notes and keep the CU&l:omer infomled. 

06122110 Communication Assistant was foUowing relay procedure, by reading the notes, to ensure 
aI customer requests were foltowecl and kept customer Informed by letting customer know 

what Commooication Assistant was doing. 

• 06l3OI10 Communication Assistant did not infoon customer that outbound was on the Wne and the 
ouIboln::1 eventuany hung up. The Communication AsSslant did not inform the custonMl'" 
that the outbound had disconnected. The Communicatoo Assistanl did nol pay attention 
to the customer. Relay Commurication Assistant apologized for any lnconvenklnoe and 

lnfonned the customer thel the Information would be fOf'M!orded 10 the appropriate p9nJOl1. 

06130/10 We do not have an Communication Ass~tant with the 10 number listed In the complaint. 
We tlted to look up several vartatlons of the 10 number thinking numbers hed poNibly 
been transposed but oo'*:ln' match n. to a partiajer Communication AssIstant. We are 

unable to do follow up due to lack of information on the Communication Assistant. 

6 08107/10 Customer was upset that notes on the screen were not followed, specifically the note that 
tnstruds communications assistant to 1ea'0'8 voIca mesaege, H answering m8d'llne is 

reached the first time. Apologized to customer and informed that this would be forwardlKl 
to proper call center. No follow up requested. 

08109/10 Met with Communications Assistant. Communications AssIstanl did read the notes and it 
was)ust a matter of Instinct that they began typing the recordlng/answertng machine. 

Commook::adons Assislanl said they epologized to the customer. 

7 08122110 Customer complained that the Communication AssIstant didn't type MANSWERING 
MACHINE PLAYING~ befonl typing out the rec:on:Iing. Garbling Issues made It diffiajt to 

read what was being said belween the Communication Assistant and the CU&tomer. 
Informed customer of correct polcy for typing out "answering mactline playingM and got a 

new Communication Assistanl per customer request. 

08124110 Informed customer that It ts not our policy to first send -answering machine p1aying~, 

before typing out a recorded message, but If customer would like to &ee that done, 
customer is welcome 10 Instruct the Communication Assistant to do IQ before pladng her 

call. 

6 08122110 Communication Assistant did not follow request, by not typing and informing the caner, 
thet the turbo code Is off, the microphone was muted, the wpm were set 8145 and, when 
~g the number to the calter, the Communication AssIstant did not sep8mte the 
numbErs. Thanked the aJ6tomer for the feedback and found another Communication 

Assistant to cootinue the call as requested by the customer. 

08124/10 CommunlCiltlon Assistant was coached on the Importance of following all customer 
instructions. 

9 09115110 This Communication Assistant did not let me know there was'a change of Communication 
As6Iscsnts. Thanked the customer for the feadback. 

09/19/10 In following up with the Communication Assistant, the Communlcatlon Assistant said they 
did inform the customer of the Communication AssIstant change. Due to extenuating 

circumstances on this can, she was able to remember this In particular. The 
Communication Assistant was coached on the Importanca of always followtlg customer 

notes and Instructions on every call. 

10 09/15110 Accuracy of captions 09115110 Customer reported an offensive and wrong word being captioned on a recent call. 
Customer pnMdlKl the data and time of the catl as well as the Communications Assistant 

number, with specific words that ware not captioned COI'TeCIty. Customer Service 
RepresEI'ltatNe thanked customer for ttle Information and apologized for the experience. 

Adv6sed customer th8t this dUiI would be InvesUgated by the Captioong Center 
Supervisor. Cal dUD was &ent to the CapUoong Center Management to revtew wtth the 

IndMduai Communications AssIstant. 

11 10129/10 Unable 10 make captioned calls 10129/10 Customer's daughter reported lhe need to "wan. for an operator" when attempting to make 
a captioned call. Customer Service Representative apologized for this experience and 
noted thEre was a tecmlcaI d1t8culty, at the Call Center, that caused calls not to ring 
tt1rough to waiting captlonlst. Art equipment vendor COfT8CI.ed the matter. Customer 

Service Representative confll'med the customer Is now able to make tl'le'r captloned call 
successfuny. wtthout delay. 

12 11102/10 Accuracy of captions 11102/10 Customer's daughter reported that there are frequent errors, In the captions, that appear 
on her mother's CapTei saeen. CUstomer servtce Representative explained how captions 

ere produced, by captionlsts, and recommended that CapTei userrec:on:l date time and 
Communications AssIstant number, so CU8tomer Servtce RepresentaUve can take specIftc 

notes and follow up with the Commoolcations AssIstant and the CommunlcaUons 
AssIstant'!> superv;aor. 

13 11103110 Communication Assistant did not "ggn otr' and, therefore, the inbound caller was not sure 
If the outbound c:eIler was still coonected. This call took place loday, 111312010, al 

approximalely 8:45AM CT. Communication Assislant apologized for the inconven6ence 
and the customer did not request a follow up. 

11103/10 In following up, the CommuniCiltion Assistant did not remember the call. The supervisor 
coached the Commoolcatlon Assistant, on the pmper way to ctose a call, so that the 

customer is kept informed, of the pmgress., of then' calls. 

1. 12113110 Customer caned and stated that Communication Assistant didn't respond to greeting or 
requesls for customer service or a SlJP9lV\aor. Communication Assistant did type, after a 

long pause, that there was a lechnlcallssue, epologized, and to please call baat. 
Customer didn't undersland why it took so long for the Communication Assistant to 

respond. Apologized end offered follow up with the customer. The customer would Dke a 
follow up letter. 

t2l18/10 In following up with the Communication AssIstant and supervisor on duty at the time of 
this call, they were able to conflnn that thEre was a technicallssue lhat dldnl allow them 

to hear the Voice Cany-Qver customer speaking. The Voice Carry-Over customer hung up 
and dialed back, into relay, reaching the same iSlJPflNIsor who had just observed the call 
wtth lechnicallssues. Tha supefVl5Ol' apologized, again, for the Inconvenience and the 

Communication Assistant was able to place calls for this customer at that time A follow 
up letter has been mailed to the customer on 12127/2010. 

" 
12118110 Said Communication Assistant hung up or iransfert'ed without knowk!dge. Very upset 

about being transferred or hung up on. Apologized for inconvenience and told customer 
would pass along to Communication Assistants supervisor. Thanked customer for 

feedback and offered foIow up. Tha cuslomer does not want a 'cHow up. 

12118110 Communication Assistant stated that they honored customer's request for a supervisor, 
but the supervisor was occupied at the momenl The assistant supeMsor nstructed the 

Communication Assistant to transfer to customer service, which the Communcation 
Asststsnt did. Communication Assistant was followtng asslstanl supervisor's Instruclion, 

hO'MMll', the Communication Assistant was pm'oided feadback what to do In ttlls 
drcumstance if it was to occurred again. 



,. 12121/10 Technical - General 12121/10 Customer stated, yesterday, she was not able to make or receive captioned calls. 
OJatomer 5efVIca Repr9&entali'19 apologized fCl" this 8lCPfJI1ence and noted U1ere was a 
t~lcal dlfflcully. at the Call Cmler, causlng calls to be placed In queue and experience 

unusueUy long wall Urnes during a five hour Interval. An external equfpmer.l vendor 
correc:ted the mattEl'". Customer 5efVIca Representative confirmed the watomer is now 

able to make their captioned call successfully, without delay. 

17 01120/11 Costomer I, up&et and felt thallhe Communication Assistant did not foClow Instructions, 
8um as, vertfytng all number1ii before out <l8L Thanked the customer for the feedbadl: and 

~ZBd for the lnconverience. 

01/25/11 In toaowing up with the CommlJl'Wcatton Assistant, they verified the number, but It wasn' In 
the specific Older th8t the C9Iler gave, lit the beglMlng of the cal. He had II (JffIcult time 
mderslandlng the canen Instrnctions, as the caller gave !hem too quickly. Sl4>8fVlsor 

Instructed Communication Aasbtanl to always oonftrm any caller's Instructions If he Is 
unsure of what was sakt. 

18 02103111 ServIce - Generat 02103111 Customer reported that he cannot receive calls with captians, but thev go through wtthout 
captions. CUstomEl'" Servtca Repr9&EIOtatIve advised customer that on 2/212011, CapTers 
staffing was affected by blizzard conditions. Customer SeNk:e Repreaentatlve apologized 
for the In<:orMll'lIEIlCEt iNs caused and advised staytng on !he Ilne'Ot Iha nexI available 

capUonIst. Cmler locations In Maclson and Mlw'" WEn under both a ~state of 
emervencY" and a ~cIYIl danger" warning, dedared by Wieconaln Gowmor Scott Walker. 
Even though bu& and tEud services WEn shut down In both clUes, and many roads WEn 

Impassable, the MUwaukee and Madison centers boIh lWTlakled open and flelded calls IlOI1 
stop. Service lIHeis were not met for the day due to delayed answer Ume. The state of 

emergency ended on 2/2/2011. Staffing capacity was reslored. CUstomer 5efvtca 
RspresentaUve conflnned with CUlltomer they are able to make and receive calls In a 

timely manner. 

,. 02111/11 Customer called in and asked Communication As*stant to repeat his Communication 
Assistant number. The Communlcatkln Au16tant repested the relay announcement, 

stating the may name, his Commooicalkln AssIstant number and asked for what nurnber 
to call. CUstomer says they did not have a manca to speak the number to the 

CommunlcaUon Assistant and the Communication Aulstant sent the same Information 
again and Ulen typed "Due to no responlI8, I will now be hanging up have a nice day". 

Apologized for Ule inconvenlEl'1Ci8 and thanked Ih9 a.JStomer for the feedbad<.. 

02117111 In following up \\lith the CommunlcaUon Assistant, 2Upervisor coached on appropriate 
disconnect procedures. The CommWllcaUon AssIstant Is now aware of appropriate 

proc:ecIure and will handle afl cans In a more professtonal mannei'. A fonow up was not 
reqoo5led by the CU&tomer. 

20 02115111 Communication Assistant did not type "mIcrophone muted" as caller had instructed. 
Sup8I"i6sor did observe that "mlaophone muted" was on the saeen, after 1he -caInng to 
number" was ve1I'ied. Communication Assistant dIcI not let the caner IntemJpl with X's 

when the Comm..,lcation AssIstent was typing. CUstomer asked supervtsor If her X's were 
on the saeen. The supervt&Cf was not able 10 see any X's sent by the Inbound transmitted 

on the &aeen. Apologtzed for tha Inconvenience. A follow up was requested by the 
customer. 

02117/11 SUpeMsor on the floor verified that Communication Assistant typed -mlc muted" by 
obaervlng It on the CommunicaUon Assistant's &aoen. Sl4'9Msor did not see any X's. A 

follow up Ietl:erwas sent to 1he aJstomer on 2/2412011. 

21 02124111 Commooicatlon Assistant sent ringing and Ulan typed -Go Ahead". The customer didn't 
know someone had an5WEl"8d. Then 1he Communication Assistanl sent a message stating 

that 1he person hung up; customer wasn' able to speak 10 outbound. Apologized for the 
Inconvenience and the cu~omer woukt like a foBow up leiter sent. 

02124/11 In following up wtth the Communication Assistant, the customers Instructions W8Rl to only 
send the -Go Ahead" when a penon an5WEl"8d the phone. The bBnsmlss60n speed on this 
can was sloww, so once the line was anfiW'lll'Sd and the "Go Ahead" was sent II appeared 

to have only said -RINGING Go Ahead". WhIle the Communication Ass6stant was 
following customer InstnJclions, a better typing style would have pnwented anyoonfusion. 

The Communlcallon Assistant was Insttucted to use ellipsis and extra speclng between 
the macro transmission and the ~o Ahead", as to IWOId any confusion In the future and to 

help facilitate 1he call more smoothly. A follow up letter was sent 10 the QJStomer on 
2/2412011. 

22 02124111 CUstomer stated "This Communication Assistant was awful and unprofessional". White the 
TTY aJstomer was typtng, 1he Communication A&&Istant told 1he vok:e person "These 

things take forever". The TTY customer typed, DON'T KNOW" and the CommunlcaUon 
Ass6stant mocked Ih9 TTY user when voicing It. Realty awful Inflection and was, owrall, a 

tenible call. 

02124/11 SUpervi&or for this Communicallon Asststant received oompiaint today for fol&ow-up. 
8uper'vMor met wtth the CommunlcaUon AssIstant. Supervtsor stressed that the voice tone 
needs 10 be <XJn&lstent IMth the content of call. Commems In general. and espedaly tude 

comments, cannot be made. SupervIsor told Communications Assjstant that another 
rudeness a>mplaint can lead to f\l'ther corrective action, up 10, and inducting IenTllnatton. 

23 02128111 Voice Cany-C>ver user caned into relay and asked the Communication Assistant to repeat 
their 10 number. Thent was a long pause, no response and then the Volca C8ITY-Dver 

user hung up. Apotoglzsd for !he IncmvenEl'1Ci8 and lhenked for the feedbaci:. The 
customer dkt not request a follow up. 

02128/11 Supervisor followed up with the Communication Assistant. The Communication Assistant 
was InsllUCted on how to provide Communication As&i&tant 10 anytime you are asked by a 
customer. The Communicatton Assistant 8Cknowtedgell how to handle this request in the 

future. 

24 02/28111 CUstomer was upset that the operator did not send -answering machine hung UpM and Vgo 
ahead" fast enough, after her message was left. ApologlZlld for the Incorwenlenca and 

thanked for Ih9 feedbadl.. The wstomer did not request a follow up. 

02128111 The Communication Assistant was coached on proper calf procedure. The Communication 
Assistant Is now aware of how 10 better handle Ulis type of call. 

25 03106111 Customer was upset and feft the Communication Asslstant didn't follow Instructions. 
Whm asking for a superv6sor, tha Communication AslMstant hung up on 1he aJstomer. 

WtIm customer claled bade. In, the same CommunlcaUon Aulstant hung up on the 
customer. In speaking with the supervisor, customer realizes that the Comm..,k:aUon 

AssIstant did foBow InstrucUons, but shoutcl not have hung up on her twice. Thanked the 
caller for tha Information and Informed them to discuss proper proceclures wlUlthe 

CommunlcaUon AssIstant. The aJstomer did not request a follow up. 

03/09/11 In foIowIng up with the Communl¢allon Assistant; the CommunlcaUon Assistant recalls 
calling for a &upervlsor. at the start of the phone call for assistance. but not by the request 
of the wslDmer. The Communication Assistant does not 19C8111he aJslDmer requesttng a 
supervtsor or calling In a saoond Ume. The CommunlcaUon Assistant does nmernber that 
the customer hung up before piadng a phone call. Superv6501' reviewed proper procedures 

and reviewed disconnection In any case as an Immedate tarmlnatton offense. 

2. 0410&11 CUstomer stated that the Communicatlon AssIstant did not follow Ule customer's 
instruction. according to the customer nota. Apologized for the Inconvenience and oIJersd 

a 5lJQ98StIon to make a &light modiflC8Uon to 1he Instructton. The customer dedlned 
Instructklns and Ih9 customer dlcl not request a follow up. 

04/05/11 The CommunlcaUon Assistant stated that U'le caller. Immedlately, asked for the 
supervisor. Customer did not provtde 8 number 10 call. Communication Assistant followed 

proper protocol and Ule Instruction In the customer note W88 somewhat cluttered and 
confusing to the Communication Assistant. 

27 04112111 Customer upset that the Communication Assistanl typed "VOICE or T", after switching 
Communication Assistants. The Communk:aUon Assi&tant dIcI not respond to tho inbou1d 
questions or requests for a supervisor, which were both spoken and typed. and ttlm the 
CommunlcaUon Assistant disconnected lhe caller. ApologiZed for the inconVEnience and 

lhanked the customer for the feedback. The cuslDmer did not request a follow up. 

04112111 In folOwlng up on this complaint, the Communication AssIstant stated "In the complaint" 
was not working at the Ume of this cal. Unfortunately, Ula supervisor Is unable 10 follow up 

with the Communication AssIstant, that did hang up on this aJ&tomer. 

28 04116111 Opefator did not verify my m.mber like my notes say. Communication Assistant didn't type 
out the number and atea code. I'm sk;:t( and tired of these operators ways. I don't want 10 

use the relay service anymorel CommunlcaUon Aulslant In Charge chec+:ed Sa'eef't And 
confirmed that Communication A&&Istant did not follow aJstomer notes. Communication 

Asslstanl and Communication Asslstanlln Charge apologiZlld several limes. The 
aJ&tomer did not requesl a follow up. 

04/16111 Coached the Communication Assistant on the Importance of following customer notes. 
Communlcatton AMlstant stated that they understood the Importance of followtng 

customer notes. 

2. 04118111 Complaining about this Communication Assistant and his supervisor for garbting. Wants 
them fired. Complains of consistEnt garbling sy&t«n-Mde. Customer states Ih9 prinl-outs 
prove It 1& clear on his and. Cuatomer does not understand why his cal went 10 an Ohio 
center and thinks he Is being trtd<.ed. Requests all Communication Assistants to identify 

what center they are Iocaled al1he beginning of all calls. Requests follow-up and 
'mmedlete action' be taken against CommunicaUT Assls1antand his supervisor. Never 
wants either to handle his calls again. All male operatcn ere (u&ecllnapproprlate word) 

a·"·...s. CuslDmer woulcllke follow-up contact via phone. 

04118111 While the CommunicaUon Assistant does not recall drcumslances of this nature, the 
Communication Assistant was reminded to report any technical difflcutty that the customer 

msy have discussed. The assistant supervisor, at the Ume, does not recall this 
drcumstance as well. Garbling attributed to technical iasue because the wslomer 

Indica_It was system-wide. Attempted to follow up via phone, on the following day 
412012011 at 8:25pm and there not an answer. Tried again at 612012011 at 8:50pm and 

there was no answer 6/2112011 at 7:10pm. Reached a TTY I"BOOrdlng to use text or 
dial/redial, but. no answering machine and no answer on 6121/2011 at 81:1pm. Unable to 

obtain further Information In order to put trouble ticket Into the system, for YnubieshooUng. 



30 04118111 At 7:09pm CST, customer asked opemtor to repeat their Communication Assistant 
number. 11'Ie CommunlcaUon Assislant did not respond, customer saked tor 8 6UpeMsor, 

wanted another operator, operator hung up on Inbound. Customer tried typing her 
requests to the operator but the operator hung up. Apologized tor the lnCXJn'lf'8Nence. 

11'Ienked the wstomer for the fgedbad: and atf4lrDd 8 toNow up. The customer did not 
request 8 follow up.. 

04118/11 In following up with the Communication AssIstant, the severity of disconnecting caUers 
was c1acussed and the CommunlcaUon AssIstant was coad\ed on proper procedure In 

terms of following wstomen; InstnJcttons and upon request. atways giving the wstomer 
your Communication Assistant number. 

31 04127/11 Customer asked Communication Assistant to type Turbo code oft. 45 wpm, and phone 
number with 8l'88 code lsat Communlcation Aasistant c1d not do that and the adotomer 

staled Uley will not IJ68 thls service 89Bin. The customer did not reqlJtSl. 8 follow up. 

04/27111 Coached the Communication Assistant on the Imparlance of following customers' 
Instructions end to promptly respond to the aJstomer. Communication Assistant 

understands importance of toAow6ng customers' Instructions. 

32 04130/11 Communication Assistant dialed out without verifying the number and also didn't verify 
other requests. Apologized for the Inconvenience, and had another Communk:adon 

Assistant take the cal. The customel" did not request 8 follow up. 

04IJ0/l1 The supervisor met with the Communication Assistant and reviewed proper procedure in 
following all wstomer InslnJctions, as wei as database notes. The CommmicaUon 

Assistant understands the Importance of accommodallng aa customers requests and will 
act In a professional mamer In the future. 

33 05/09/11 The Communication Assistants did en Communk:atlon Assistant change and the inbound 
Voice carTY-Over user askad the new oper1ltor K the outbound party had ....ng up. The 

customer says that the operator did not respond and hung up. Customer stated they wiD 
take this to someone higher up than relay supefViS0f5 and friends say they hate retay 

servtce. Apologized to the customer for the inconvenience and said the Communication 
Assistant would be made aware. No tollow up requested. 

05109/11 FoIlowtng up with the supecvlsor who took the COl"I1fJJaint. The supervisor tried, several 
times, to get clarificetion on why the Communication Assistant would have ....ng up. The 

Communk:aUon Asslstant said the caller asked to be IransfElTed to Relay Customer 
SeNice so they sent -One Moment Please- and transferred the caller to Customer service. 

In fofIowing up with the Communlcatioo AssIstant, she recals the wstomer requesting 
customer service after the out-bound caller had hung up. The Communication AssIstant 
sent "ONE MOMENT PLEASe- and transtEl'l'ed to customer service. The supervl$or 00 

duty Is able to verify this Information. 

34 05112/11 A voice customer says she Is unable 10 get through to a Voice Carry-Over number. 
Several operators have Ir1ed and could not gel. through. TNs did not happen before today. 

Apologized tor any Inconvenience during the call. The customer requested 8 follow up. 

05112/11 Tec:hnldan looked Inlo this and cId not find any problems. called the customer a few 
times and there was no answer nor an answering machine. 

35 05117/11 A112:14pm CST, customer placed a call and asked the Communication Assistant for 
vertflcadoo of her CommunlcaUon Assistant number. The Communlcatloo AssIstant d6d 
not respond and then disconnected the cal when caler asked to speak to a supervtsor. 
Apologized tor the Inconvenience, the CommunicaUon Assistant will be followed up with 

Immedtately. The customer did not request a tollow up. 

05117/11 Supervisor met with Ih& CommunlceUon AssIstant and approprtllta action was taken. 

36 05117/11 Customer read conversation, with the operator, 10 supervisor responding 10 the complaint. 
It was ctear, as desaibed to the supervisor, that the Communicatioo Assistant was 
arguing with the customer. The operator also stated, to the customer, that she was 

reading customer notes while the customer was talking. The fiBt note listed says "don't 
read customer notes first, listen to wstomers Instrudlons first". The wstomer esked the 

operator to type her requests in a specific way and the operator did not follow those 
instructions. Apologized for the Inconvenience and thanked the customer for the feedback. 

No follow up was requested by the customer, and they switched to another 
Communlcatioo Assistant to continue with the calls. 

05117/11 After reoeMng nottflcaUon of this concern, the supervisor diSQJssed the incident with the 
operator and provided the apprnprillla coad1lng 10 the Comm..ncaUon Asslstanl The 

SuperviSOf Is conftdent that the operator will communicate In a Pfofes&iooal manner In the 
future. 

37 05124/11 The customer states that this Communication Assistant misspelled the customer's name 
and the person she was calUng to. Customer staled that the Communication Assistant 
should have asked for the correcl spelling. Thought that this Communication Assistant 
wes unprofessional. Apologized for the Inconvenience and assured the customel" that a 

'ollow up with the CommunlcelJon Assistant will be ronducted. The customer requested a 
'oIlow up Yla mall. 

05124111 Unable to conduct a foftow up meeUng with the CommWllcation Assistant. At this time 
Communication Asslslant 10 givan has not been a5&igned. A letter was mailed, 10 the 

customer, explaining as such on Tuesday, 5/2412011. 
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Complaint Tracking for SO (06101/2010.05/31/2011). Total Customer Contact.: 37 

thfl! . , 06114110 After gMng my dosing geeting, Idecicled Iwanted to place another call but the 
CommunlcaUon AssIstant did not respond. I find this very rude and I hung upl The 

Commoolcation Assistant 8potoglzed for Inconvenk:nce end then thanked them for the 
feedback. 

06/21/10 Communication Assistant didn't ret'l"Ietnber this call, specifically. That Commooicalion 
.A.s*tant was coached on staylng fowsed during the call, untO the Inbound has 

tlsoonnBCted, and always being sure to ask customers to repeat their message, If 
Communication A5s'stant doesr,'t understand due to garbling, even at the end of the call. 

2 06/18110 The CommurUcaUon Assistant did not respond when asked to verify their Communication 
Asslstant number. They "dragged their feet- and I Just hung up because I shouldni need to 

walt. The Communication Assistant apologized to wstomer and thanked them for their 
feedbact. 

06121/10 Communication Assistant said they W8n!I reading the aJstomer's notes; however, 
Communication Assistant was c.oached on responding Immediately to customers and 

keeping them Infonned. at ell times. 

3 06/19/10 Commun'catlon Assistant dragged their feet; took "50 hours" to respond when asked to 
WI'ffy Communication AssIslant number. Communication Assistant apologized to the 

customer, ~I follow up with Communication Assistant 

06121/10 The manager met with the Communication Asslstanl and they stated they were reading 
the customer's notes. The supervisor coached tha Communication Asslstant on 

responding Immediately, to the wstomer, and keeping them Informed 8S to wha.t lhey are 
doing. 

• 06121110 this Communication Assistant typed, "One moment please, ma'am, reBding customer 
notes". Customer staled ~this Communication A!Wstant Is IIIZY, I said my requesls; she 
shouldn't have 10 read them~. ApoIogl2ed for Inconvenience and axplalned that all relay 

operators are mstructed to read wstomer noles and keep the aJstomer Informed. 

06/22/10 Communication Assistant was foIlowfng relay procedure, by reading the notes, to enSUA! 
all aJstomer requests were followed and kepi aJstomer Infofmed by letting customer know 

wha.t Communication Assistant was doing. 

• 06130/10 Communication Assistant did flOt Inform aJstomer thai outbound was on the Hne and Ihe 
outbound eventually hung up. The Communication As&istanl did not Infofm the cuslomer 
thai the outbound hed disconnected. The Communication A5s'stanl did not pay attention 
to the customer. Relay Communication Assistant apologized for any inconvenience and 

Informed the wstomer thet the Information would ba fotWarded to the lIPPl'oprtate person. 

06130/10 We do flOt have an Communication Assistant with the 10 number listed In the complaint. 
We tried to look up several variations of the 10 number thinking numbers had pD5si~y 

been transposed but couIdn; match II to a particular Communication A5s'stant. We are 
unable to do foRow up due 10 lack of Information on the Communication Assistant. 

6 08107/10 Customer was upset that notes on the saeen were not fa.owed, specifically the note that 
Instructs communications assistant to leave voIca mBS&age, II' an&W&1ng machine Is 

f98ched the first time. Apologized to customar and Informed that this would be rorN8l"ded 
to proper call center. No folow up ruquBStad. 

08109/10 Met with Commlilications Assistant. Communications Assistant did read the notes and n 
was just a matter of instinct that they began typing the recording/answering mechlne. 

Communications Assistant said lhey apologized to the customar. 

7 08122110 Customer complained that the Communication Assistant didn't type "ANSWERING 
Ml'CHINE PLAYING~ before typing out the reron::Iing. Garbling Issues made II dIfflcult to 

read wha.t was being said between the Communication As"stanl and the wstomer. 
Informed wstomer of correct policy for typing out "answering mllchlne playlng~ and got a 

new Communication Assistant per aJstomer request 

08124110 Informed customer that It is not our policy to fll"St send Uanswerlng machine p1aying~, 

before typing out a recorded message. but If customer would ike to see that done, 
customer is welcome 10 Instrud. the CommunlcaUon AssIstant to do so before placing her 

call. 

8 08122110 Communication Assistant dkl not follow request, by I'IOl. typing and informing the caller, 
lhatlhe turbo code is off, the microphone was muled, the wpm were set 8145 and, when 

verifying the number to the caller, the CommunlcaUon AssIstant did not separate the 
numbers. Thanked the customer for the feedback and found another Communication 

Assistant to continue the caN as requested by the customer. 

08124110 Communication Assistant was coached on the importance of following all customer 
Instructions. 

9 09/15110 This Communication Assistant did nollet me know there was a change of Communicatioo 
AssIstants. Thanltad the customer for the feedbact. 

09119/10 In following up with the Communication Assistant, the Communtcation Assistanl said they 
did Inform the cus10mer of the Communication As~stant change. Due to exlanuaUng 

drcum~tant:eson this call, she W8S able to rwnernber this In particular. The 
Communication Assistant was coached on the Importance of e1ways followlng wstomer 

nolBs and instructions on f!Nf!!It'J call. 

'0 09115110 AcaJracy of captions 09/15/10 Customer reported an offensive and wrong word being captioned on a recent call. 
Customer provtded the dale and time 0' the call as well as the CommunlcaUons AssIstant 

number, with specific words that were nol captioned COITeCUy. Customer 5ervic:e 
Representative thanked customer for the Information and apologized for the experience. 

AdvIsed customer that this detail would be klvestlgated by the CapUoning Center 
Supervisor. Call detail was sent to the C8pllonlng Genler Management to rev!fM' wlth the 

IndlvkiUiW Communications AssIstant. 

11 1Dn9/10 Unab6e to make captioned caHs 10129/10 Customer's daughter reponed the need to "walt for' an operator" when attempting to make 
a captioned call. Customer ServIce Representative apologized for this experience and 
noled there was a technical difficulty, at the Call Center, that caused calls not to ring 
through to waiting captionist. Arl equipment vendor c:orrecled the matler. Customer 

Service Representative conflnned the QlStomer is now able to make their captioned call 
successfUlly. wlthoUl delay. 

12 11102110 Accuracy of captions 11102/10 Customer's daughter repOrted that there are frequent errors, in the captions, that appear 
on her mother's CapTei saeer'I. Customer Servtce Representaltve explained how captions 

are produced, by captlonlsts, and recommanded ttlal CapTei user I'8<XX'd date time and 
Commoolcalions Assistant number. RO Customer Servlca Representative can take specific 

not81S and follow up ~h the Communications AssIstant and the Communications 
Assistant's supervisor. 

13 11/03110 Communication Assistant did not "sign off" and, therefore, the inbound caller was not sure 
II' the oulbound callar was sUlI connected. This call took place leday, 111312010, at 

approximately 8:45AM CT. Communication Assistant apologized 'or the Inconvenience 
and the customer did not request a follow up. 

11/03/10 In following up. the Communication Assistant did not remember the call. The supervisor 
coached the Commuillcation Assistant, on the prnper way to close a caH, so that the 

customer Is kept Informed, of the progress, of their calls. 

,. 12/13/10 Customer called and stated that Communication Assistant didn't respond to greeting or 
requests for customer service or a supervisor. Communication Assistant did type, after a 

long palJ&9, that thare was a technical issue, apologized, and to please call back. 
Customer didn; understand why II took so long for the Communication Assistant to 

respond. Apologized and offered follow up wilh the aJstomer. The wstomer would Ii~(a a 
follow up Ietler. 

12/18/10 In following up with the Communication Assistant and supervisor on duty at the time of 
this call, they were able to confll'm that there was a technical Issue that dldn; allow them 

10 hear the Voice Carry-Over customer speaking. The Voice Carry-Over aJstomer hung up 
and dialed bade, Into relay, reaching the same supervisor who had Just observed the call 
with l&d'lnicallssues. The supervisor apologiZed, again, for the Inconvenience and the 

Communication Assist.8nt was able to place caYs for INs customer at !hat time. A foltow 
up letter has been mailed to the aJstomer on 12127/2010. 

,. 12/18110 SaId Communication Assistant hung up or transferred without knowtedge. Very upset 
abouI: being transferred or hung up on. Apologized for Inconvenience and told customer 

would pass along to Commoolcatlon Assistants supervisor. Thenked customer for 
feedb&ct and offered follow up. The custom« does nol want a follow up. 

12118110 Communication Assistant stated that they honored customer's request for a supelVisor, 
bul the supervisor was occupied at tha moment. The assistant supervisor "'sbucted the 

Communication As~stant to transfer 10 customer service, which the Communication 
Assistant did. CommunlcaUon AssIstant 'W1IS foH(Ming 8Sslstant supervisor's Instruction, 

however, the Communication AssIstant was provided feedback what 10 do ... this 
circumstance rI' it was to occ:urTed again. 



16 12121110 Technlcal- General 12/21/10 Customer stated, yesterday. she was not able to make or receive captioned caBs. 
Customer SeMoe RepresentatIve epoklgIzed tor this eJqMlrIence and noted there was a 

technical dIfflaJIty, 81 the Cal Center, causing calls 10 be placed In queue and experience 
unusually long walt Iknes during e five hoW' h1terwI. An &ldemaI equipment vendor 

COfT8Cled the matter. Customer SeMoe RepresentatIve conf'nned the wstomer Is novl 
able 10 make their captioned call succeasfulty, wtthout delay. 

17 01/20111 Customer Is upset: and felt that the Communication AssIstant did not faUow instructions, 
such sa, vertfyIng all numbers before out dial. Thanked the customer for the feedback and 

apologized tor the kloonvenlence. 

01125/11 In following up with the Communication Assistant, they verified the number, but it wasn't in 
the specific order that the caller gave, 81 the beg6mlng of the cal. He had a ~cdt Ume 
mder5tandlng the caller's InstNCUonS, as the celler gave them too qulc:tdy. Supervisor 
Instructed CommulicaUon Asststant to always confirm any caller's Instructions" he is 

unsure of what was said. 

16 02103111 ServIce - General 02103111 Customer reported that he cannot receive caRs with captions, but they go through without 
capUOI"I$. Customer ServIce RepresentaUve advI&ed aJstomer that on 21212011, CapTeI's 
staffing was affected by bHzzard conditions. Customer ServIce Representattve apologized 

for the Inconvenience this caused and acMsed staying on the line tor the next available 
capUonIst. Center IocatlOl"l$ In MadIson and ~ were undeJ both a "stale of 

emergency" and a"ciYII danger" warning, declind by Wiscon&ln Governor Scott Walker. 
Even Ihough bus and bud services were shuI dcMn In both clUes, and many roads were 

impassable, the Mltwaukee and Madison centers both remained open and fielded calls non 
stop. Service tevels were not met for the day due to deleyed answer time. The state of 

emergency ended on 21212011. Statrlng capacity was restored. Customer ServIce 
RepresentaUve conflrmed with customer they are able to make and receive calls In a 

timely manner. 

19 02/11/11 Customer called in and asked Communication Assistant to repeat his Communication 
Assistant number. The Communication Assistant repeated the nlIay announcement, 

stating the relay name, his Communication As*stant number and asked for what number 
to call. Customer says they did not have a chance to speak the number to the 

CommW1lcatlon.As&lstant and the CommtllicaUon As*stant sent the same Information 
again and then typed -Due to no re;ponse, I Mil now be hanging up have a ntoe day". 

Apologized tor the Inconwrience and thanked the customer tor the feedbac:ic:. 

02/17/11 In following up with the Communication Assistant, supervisor coached on appropriate 
disconnect procecIunJs. The CommW1k:ation AssAstant Is now 8W8r9 of appropriate 

proc:edure and wII handle all cals In 8 more professional manner. A foHatY up was not 
requested by the customer. 

20 02115/11 Communication Assistant did not type "mlauphone muted" as caUer had instructed. 
SupervIsor did observe thaI-ml~muteer was on the saeen, after the -caIUng to 
number" was vertfled. Communication Assistant did not lei the caMer Intenupl with X's 

when the Communk:aUon Ass6stant was typing. Customer asked supervlsor If her X's were 
on the saeen. The supervisor was not abkl to see any X'& sent by the Inbound transmitted 

on the saeen. Apologized tor the Inconven6ence. A follow up was requested by the 
aJstorner. 

02117/11 Supervisor on the floor verified that Communication Assistant typed -mlc muted" by 
observing It on the Communication As&lstanrs saeen. SupeMsor did not see any X's. A 

follow up letter was sent to the aJstamer on 2/2412011. 

21 02124111 Communication Assistant sent ringing and then typed ~Go Ahead". The customer didn't 
know someone had answered. Then the Communication Assistant sent a message stating 

that the peI1lOf1 hung up; customer wasn't able to speak to outbound. Apologized for the 
Inconvenience and the wstomer would I~e a follow up leiter sent. 

02124111 tn following up with the CommunicaUon Assistant, the customers InstrucUons were to only 
SEI'ld the -Go Ahead- when a person answered the phone. The Iransmlss60n speed on this 
cal was slower, so once the Une was answered and the "Go Ntee4' was sent nappeared 

to have aNy saki "RINGING Go Ntee4'. While the Communication Assistant was 
following aJstomer InslfUclions, a better typing style would have prevented any confusion. 

The Communlcallon Asslstanl was Instructed to use ellipsis and BXlra spacing between 
the macro tranBmission and the "Go Ntee4', 85 to avoid any confusion in the future and to 

help fadUlate the caD more smoothly. A follow up letter was sent to the customer on 
2/2412011. 

22 02/24111 Customer stated "This Communication Assistant was awful and unprofessionalM• While the 
TIY customer was typing, the Communication Assistant told the voice peI1lOf1 -rhese 

things take torever". The TIY aJstomer typed, DON'T KNOW- and the CommunicaUon 
Assistant mocked the TIY user when voIdng n. ReaIy awfuIlnflecllon and was, overall, a 

ten1blec:all. 

02/24/11 Supervisor for this Communication Assistant received complaint today for foUow-up. 
SUpervtsor met wflh the CommunlcaUon As*stant. Supervisor slressed that the voice tone 
needs to be consistent Mth the content of call. Comments In general, and especIaly rude 

comments, cannot be made. Supervisor told CommunlcatiOl"l$ Assistant thet another 
rudeness complaint can lead to further corrective action, up to, and lncIuclng termination. 

23 02128111 Voice C8rry-Over user called into relay and asked the Communication Assistant to repeat 
their 10 number. There was a long pause. no responaeand then the Voice C8rTy-C>ver 

user tulg up. Apologized tor the Inmnvenlence and thenked for the feedlack. The 
aJstomer did not request a follow up. 

02/28111 ~ervisorfollowed up with the Communication Assistant. The Communication Assistant 
was Instructed on how to prcvlde Commtllicalion As8lstant 10 anytime you 81'8 asked by a 
aJstomer. The Communication Assistant admowtedges how to handle this request In the 

M .... 

24 02128111 Customer was upset that the operator did not send Manswerlng machine hung up- and ~go 

ahead" fast ErlOUQh, after her message was left. Apologized tor the klconvenience and 
thanked for the feedlack. The aJStomer did not request a follow up. 

02128111 The Communication Assistant was coached on proper caD procedure. The Communication 
Assistant Is now aware of how to better handle this type of call. 

25 03106111 Customer was upset and felt the Communication Assistant didn't follow Instructions. 
When asking for a supervlsor, the Communication Assistant hung up on the customer. 

When aJSl.omer dialed beck In, the same Communication Assistant hung up on the 
aJstomer. In speaking Mth the supervisor, customer realizes that the Communication 

Asststant did toIkJw instructJons, but should not have hung up on her tw6ce. Thanked ihe 
caller tor the Infoonation and Informed them to discuss proper procedures Mth the 

Communication Assistant. The aJStomer did not request a follow up. 

03109111 In foJIowIng up with the Communication Assistant; the Communication Assistant recalls 
calDng tor a supervisor, al the start of the phone call for assistance, but not by the request 
of the aJStomer. The Communication Assistant does not recall the aJstomer requesting a 
supervisor or calling m a second time. The Communication Assistant does remember that 
the customer hung up before placing a phone call. Supervisor reviewed proper procedures 

and reviewed disoonnection In any case as an immediate termination offense. 

26 04105/11 Customer stated that the Communication Assistant did not follow the customer's 
Instruction, accon::IIng to the customer nole. Apologized tor the 6nconvenlence and otflnd 

a suggesUon to make a &light modification to the 1nstrucUon. The aJstomer declned 
Instruc:tion& and the aJstomer did not request a foIkJw up. 

04105111 The Communication Assistant stated that the caler, Immediately, asked for the 
supervisor. Qlstomer did not prcvlde a number to call. Communication Asststant followed 

proper protocol and the Instruction In the customer nole was somewhat cluttered and 
axtfu&Ing to the Communication Assistant. 

27 04112111 Customer upset that the Communication Assistant typed "VOICE or T", after switching 
Communlcetim As*stants. The Communication Assistant did not respond to the Inboond 
questions or requests for a supervisor, which were both spoken and typed, and then the 
Communication Assistant disconnected the caller. Apologized for the inconvenience and 

thanked the aJstomer tor the feedback. The customer did not request a fc*)w up. 

04112111 In following up on this complaint, the Communication AssIstant stated -In the complaint­
was not working at the lime of this call. Unfortunately, the supervisor is unable to follow up 

with the Communication Ass6stanl, that did hang up on this customer. 

26 04116111 Operator did not verify my number like my notes say. Communication Assistant didn't type 
out the number and arne. code. I'm sick and tired at these operatora ways. I don't want to 
use the relay service anymore! CommulicaUon As*stant In Charge checked saeen and 
mnfinned that Communication Ass6stant did not toIow customer notes. Communication 

As*stant and Communication Assistant In Charge apotogized several times. The 
aJstomer did not request a foIkJw up. 

04116/11 Coached the Communication Assistant on the Importance of following customer notes. 
Commtl'lication Assistant statecllhat they understood the Importanca of following 

customer notes. 

29 04118111 Complaining about this Communication Assistant and his supervisor for garbling. Wants 
them fred. Complains of consistent garbling systern-wtde. Customer stales the pmt-outs 
prove It Is clear on his end. Customer does not understand why his cal went to an Ohio 
center and thlnts ha Is being tricked. Requests ell Communication Assistants to kientify 

what center they 81'8 located at the beginning of all calls. Requests follow-up and 
'mmedlate action' be taken against Commtllicatlon AssIstant end his supervisor. Never 
wants either to handle his caUs again. All mele operatOni ate (used Inappropriate word) 

a**h....·s. Customer woukt like folow-up contact via phone. 

04118/11 While the Communication Assistant does not recall drcumstances of this nature, the 
Communication Assistant was reminded to r8port any tedvllcal difflaJlty that the customer 

may have dlsaJssed. The asslslant supervisor, at the tk'ne, does not recall this 
c1roomslance as well. Garbling atbibuted to technical Issue because the customer 

Indicates jt was system-wide. Atlemplecl to tallow up via phone, on the following day 
412012011 at 8:25pm end there not an answer. Tried agam at 612012011 at 8:50pm and 

there was no answer 6121/2011 at 7:10pm. Reached a TIY recording to use lext or 
diel/redial, but no answering machine and no answer on 6/21/2011 at 81:7pm. Unable to 

obtain further Illformation In order to put troubte tlctet Into the system, for troubleshooting. 



'.
 

30 04/18111 Al7;09pm CST, customer asked operator to repeat their Communication Assistant 
number. The Communlcat:6on Aaslstanl did not respond, customer asked for a supervisor, 

wanted another operator, opetBtor h.Jng up on irbound. Customer tned typing her 
requests to the operator bullhe operator hung up. Apologized for the 1nlXM'1Ven1enc:e. 
Thanked Ihe customer fer Ihe feedback and oft'eted 8 follow up. TOO customer did not 

request a foltow up.. 

04118/11 In foIloYfing up with the Communication Assistant, the saverity r:;f disconnecting callers 
was dlswued and the Commlftcation Assistant was coached on proper procedure In 

lenns of following customeR In8tructtons and upon request, always giving the customer 
ycM" Communication Assistant number. 

31 04/27/11 Customer asked Communication Assistant to type T~ code off, 45 wpm, and phone 
number with area code lasl. Communlcadon Assistant did not do that and the customer 

staled lhey will not use this service again. The oostomer did not request a falaw up. 

04127111 Coached the Communication Assistant on the Importance of following customers' 
In&truclions Bnd to promptiy respond to the aJstomer. Communication Assistant 

Ulderstands Importance of following customers' InstJucUons. 

32 04130111 Communication Assistant dialed out without verifying the number and also didn't verify 
other requests. Apologlzecl tor the Inconvenlenoe, and had enother Communication 

Assistant take the cel. The wstomer did not request a follow up. 

04130/11 The supervisor met with the Communication Assistant and reviewed proper procedure in 
foHowlng aN customer instructions, as well as database noles. The CommunlcaUon 

Assistant understands the Importance of accommodaUng al wstomers requests and will 
act In a professional manner In the fubxe. 

33 05109/11 The Communication Assistants did an CommunlcaUon Assistant change and the inbound 
Voice CarTy-Over user asked the new operator tr the outbound party had hung up. The 

customer says !hat the operator did not rnspond and Iu'1g up. Customer staled !hey wIA 
take this to someone higher up than relay supervisors and friends say they hate rnIay 

sernoo. ApoIoglzed to the customer for the Inconvenience and said the CommuniraUon 
Asslstant would be made aware. No follow up requested. 

05/09/11 followr.g up with the supervisor who took the complaint. The supervisor tried, several 
times, to gel dartfIcatlon on why the CommunlraUon Asststant would have hung up. The 

Communication Assistant said the caller asked to be Iransferred to Raley Customer 
Ser...lce &0 they sent"Oo9 Momant P1ease" and transfBITed the caller to Customer setvlce. 

In folbMng up with the Communication Asslstant, she recaHs the customer requesting 
customer aervtce after the out-bolM'ld caller had hung up. The Communication Assistant 
sent "ONE MOMENT PLEASE" and transfBlTed to aJstomer service. The supervisor on 

duty is able to vs1fy !hlslnformallon. 

34 05112111 A voice customer says she Is unable to get through to a Voice CafTy-Over number 
Several operators have tried and'could not get through. ThIs did not happen bufore today. 

Apologized for any inconvenience d..mg the cell. The aJstomer requesled a fcfIow up. 

05lt2111 Technk:ian looked into this and did not find any probfems. caned the customer a few 
times and there was no answer nor an answering mad'Une. 

35 05117/11 At 12:14pm CST, customer placed a cal and asked the Communication Assistant for 
vertflcatlon of her Communication Asslstant numbef. The Communication AsSstanl did 
not respond and then disconnected the call when caller 8&ked to speak to a sopervlsor. 
ApoIog1z«! for the Inconvenience, the Communlcatkln AaslstanC. will be followed up with 

Immedlalely. The alStomer did not requesl a follow up. 

05117/11 Supervisor met wfth the Communication Assistant and appropriate action WB8 taken. 

36 05117/11 Customer read conversation. with the openiItor. to supervisor respor'l(Ung to the complaint. 
It was aear. as l:tesaibod to the 8UpeM6OI'. that the Commooicatlon Assistant was 
argUing wUh the customer. The operalor 81so stated, to the coatomer. thai she was 

reading coalDmer notes 'i'ItlUe the custOrTlEl' WB8 l8lklng. The first note listed says ~don't 

read aJstomer notes first, Hsten to customers inslructions fir&t~. The customer asked !he 
operator to type her requests In a spectnc way and the operator did not foHow those 

Instructions. ApobgIzed tor !he Incon~and thar*ed !he customer for !he feedback. 
No follow up was requested by the coatomer. and they switched to another 

Communicallon Assistant to oonttnue with the calls. 

05/17/11 After receiving noUficatlon of this ooncem. the supervisor discussed the incident with the 
operator and provided !he approprIata coaching to the Communication AaslstanL The 

supervl6Ol' Is confldenl thai the operator will oommunicate in a professional manner in the 
future. 

37 OS/24/11 The customer slates that this Communication Assistant misspe4led the customer's name 
and the person she was calling to. Customer staled that the Communication Assistant 
should have asked for the COlTeCt spelling. Thought thai this Communication Assistant 
was unprofesslcnal. Apologized tor the Inconvenience and assured the customer that a 

follow up with !he CommunicatiOn Asslstant will be ronducted. Tha customer requested a 
follow up via mail. 

OS/24/11 Unable to conduct a follow up meBting with the Communication Assistant. At Ulis time 
Communication Assistant 10 given has not been assigned. A letter was mailed, to the 

cuslomer, explaining as such on Tuesday. 512412011. 
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